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ABSTRACT
Banks, Michael Shane, Ph.D. The University of Memphis. May 2012.
Understanding Information Technology Enabled Social Action Networks: Construction,
Sustainability, and User Participation. Major Professor: Brian D. Janz, Ph.D.

IT Enabled Social Action Networks (ITSAN) are networks of actors, connected
via an IT platform, working together to improve social conditions and the lives of others.
ITSANs allow users to effectively collaborate, share information, and pool resources in
pursuit of a common social mission. IT value can manifest itself in important ways that
have not been adequately addressed in the information systems literature. To address this
gap, this dissertation employs a qualitative, interpretive multi-case study approach that
seeks to understand ITSAN construction, sustainability, and user participation through
the lived experiences of key actors. First, a theoretically driven conceptual framework is
developed to guide current and future research into this important area. Utilizing this
framework, three separate ITSANs are examined, each with a unique, but healthcare
related mission. Data were collected from multiple sources including semi-structured
interviews with the ITSAN management teams, surveys, organizational documents,
articles, web-based information, observation, interaction with the ITSAN platform, and
researcher field notes. Eight dimensions emerged from the data that are critical to
ITSAN construction, sustainability, and user participation: network building, community
building, knowledge transfer, resource management, technology integration, adaptability,
evaluation, and motivation. This research provides an in-depth examination of each
dimension including supporting examples from the data. In addition, the underlying
factors for each dimension are identified and their potential impact is discussed. The
investigation of ITSANs revealed that each dimension is important and must be properly
iv

managed throughout the ITSAN life cycle to ensure the ITSAN will operate effectively in
the pursuit of its social mission. The data analysis also revealed that while all factors are
important to each of the ITSANs in this study, the influence of these factors can change
based on the particular mission of the ITSAN and its stage of evolution. This research
suggests that current ITSAN management and those planning to deploy ITSANs in the
future should carefully consider how each of these dimensions affect the ITSAN in its
effort to fulfill the mission of providing desperately needed help to those who are in the
greatest need.
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Chapter 1
Introduction
Advances in information technologies (IT) continue to shape our everyday lives
by providing access to information, education, and communication resources at a level
unprecedented in history. While many in the developed world are reaping the bounty of
this IT led innovation, basic human needs such as shelter, food, and medical care
continue to be the primary focus in the daily lives of the majority of the world’s
population both in less developed countries and among the poor and less fortunate in
more developed areas of the world.
Many of these major social issues such as poverty, hunger, education, and access
to basic medical care are simply too large and too widespread for any one individual,
organization or even government to address on a global scale. While groups of
individuals and organizations working together have made significant progress in some
areas, their reach and impact is often limited by access to sufficient financial, human and
technological resources. Often, the necessary resources are available, but the resources,
especially human resources, are geographically dispersed around the world and therefore
extremely difficult to locate, organize, and effectively coordinate.
Richardson, Kettinger, Banks, and Quintana (2012) describe how some innovative,
humanitarian organizations, known as Social Enterprises, are utilizing traditional
entrepreneurial practices in their efforts to positively impact social issues. These
organizations are focused on the creation of social value. Social value is the result of the
innovative use and combination of resources to produce positive social change or impact
a social need, rather than working toward maximization of owner or shareholder wealth

1

(Dees, 1998; Drayton, 2006; Mair & Marti, 2006). Social Enterprises are using
information technology to help overcome resource constraints, including financial and
human resource constraints that are common in the social sector. Information
technologies address these constraints by facilitating resource sharing, education, and
collaboration among stakeholders with a common social goal and facilitating
organizational agility - the ability to quickly react to changing conditions and new
opportunities (Richardson et al., 2012).
The Social Sector includes all individuals and organizations that are working
toward addressing social conditions and helping those in need. Some are working
individually outside of any formal organization, while others are combining their efforts
and working within Social Enterprises.

In an effort to expand the depth and breadth of

their impact, some Social Enterprises are constructing IT enabled platforms that span
organizational boundaries and are enabling the creation of sustainable networks of
individuals who share a common social mission. We describe this network of actors that
are tied together by a common social mission as an IT Enabled Social Action Network
(ITSAN) – a network of actors, connected via an IT platform, working together to
improve social conditions and the lives of others. This research illustrates how ITSANs
have proven to be an effective vehicle for building networks of individuals who together
can make a difference in the lives of those in the greatest need. These concepts and
relationships are illustrated in Figure 1.
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Figure 1. ITSANs in the Social Sector

Historically, the majority of information systems (IS) research has focused on
how information technologies can improve organizational performance leading to
maximization of shareholder wealth. Certainly, economic value focused IS research is
fundamental to the discipline, but we suggest that IS value often manifests itself in other,
equally important ways that have not received adequate attention from IS researchers. In
addition, previous research examining the how Social Enterprises leverage IT to create
social value has not investigated how ITSANs are constructed and sustained. To begin to
address this gap in the literature, the goal of this research is to develop a conceptual
framework to guide research in this important area and then apply this framework
utilizing a multiple case study methodology to develop an in-depth understanding of
ITSANs and their construction and sustainability. Also of interest are underlying factors
3

that influence these processes as well as factors influencing user participation in ITSANs.
To guide our research we seek to address these fundamental questions concerning
ITSANs:
o

What are the key components and relationships in an ITSAN?

o

How are ITSANs constructed and sustained?

o

What are the underlying factors which enable or hinder ITSAN
construction and sustainability?

Actor Network Theory (ANT) provides the primary theoretical background and
serves as a starting point for our investigation into ITSANs. ANT seeks to describe and
explain how relatively stable networks of heterogeneous actors are formed and aligned
around a common interest through the process of translation (Callon & Latour, 1981).
Translation is the process through which many different actors, often with diverse
interests, are convinced to align their interests with that of the network and begin to add
value by contributing their resources to achieve the collective mission of the network.
To develop an in-depth understanding of actor-networks, ANT suggests that
researchers should ―follow the actors‖ to learn how they build and explain their world. In
this research we adopt this approach by implementing a qualitative, interpretive, multiple
case study research approach which seeks to understand ITSANs through the lived
experiences of key actors. This is an appropriate methodology for investigating a
relatively new phenomenon such as ITSANs (Amis & Silk; 2008; Stake, 2005; Yin,
2003).
Our research sites include three ITSANs that are currently working to address
social issues and help others by constructing and maintaining IT platforms that facilitate
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the creation of social value. The first site is the Cure4Kids ITSAN developed by the
International Outreach Program at St. Jude Children’s Research Hospital based in
Memphis, Tennessee, USA. Cure4Kids is a web-based platform that focuses on
education and collaboration opportunities in an effort to advance the treatment of children
with cancer and other catastrophic pediatric diseases throughout the world, but especially
in developing countries. The second research site is the RAFT network developed by the
Geneva University Hospital and Geneva University based in Geneva, Switzerland.
RAFT is a web-based platform focused on improving healthcare for those in developing
countries in French-speaking central Africa by providing support services for physicians
and other healthcare providers. The third research site is the de Souza Institute, an
outreach program of the Ontario Ministry of Health and Long-Term Care based in
Toronto, Ontario, Canada. The de Souza Institute is dedicated to improving cancer care
by supporting excellence in oncology nursing by providing online education and
collaboration opportunities to oncology nurses. Each of these sites is committed to the
innovative use of information technologies to address social needs and consistent with
this mission all of the research sites provide their content and services at no cost to the
user.
We collected data from multiple sources at each research site including semistructured interviews, surveys, organizational documents, articles, web-based information,
observation, interaction with the ITSAN platform, and researcher field notes. Interviews
were conducted via several methods including face-to-face, telephone, Skype™, and
email. All interviews were recorded and transcribed to enable detailed data analysis.
Additional data were collected via a questionnaire utilizing open-ended questions sent to
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key members of the ITSAN. All data were analyzed using established qualitative data
analysis and coding techniques including open coding, axial coding and selective coding
(Strauss & Corbin, 1990).
Our research uncovered eight dimensions that are critical to ITSAN construction,
sustainability and user participation: network building, community building, knowledge
transfer, resource management, technology integration, adaptability, evaluation, and
motivation. In addition, we identify the underlying factors for each dimension and
discuss the potential impact on ITSAN construction, sustainability and user participation.
Our investigation revealed that each factor is important and must be properly managed
throughout the ITSAN life cycle to ensure the ITSAN will operate effectively in the
pursuit of its social mission. Our data analysis also revealed that while all factors are
important to each of the ITSANs in this study, the influence of these factors can change
based on the particular mission of the ITSAN and its stage of evolution.
This dissertation is organized as follows. In chapter 2, the theoretical background
and detailed literature review is offered. Chapter 3 describes the ITSAN and introduces a
theoretically derived conceptual model to guide research in this important area. Chapter
4 outlines our research approach and chapter 5 presents our data analysis and findings. In
chapter 6 we discuss the practical implications of our study, limitations, and future
research.
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Chapter 2
Theoretical Background / Literature Review
Actor Network Theory
Actor Network Theory (ANT) emerged in the 1980s primarily from the work of
French scholars Michel Callon and Bruno Latour with the assistance of British
sociologist John Law (Callon, 1986; Latour, 1986; Law, 1986). They proposed the idea
that the concepts of social determinism and technical determinism were critically flawed
and they proposed a hybrid approach which made the relatively novel claim that nothing
was purely social or purely technical. This fusion of the social and the technical suggests
that everything which exists in the social (human) or natural (technical) world cannot be
described independently of its connections to and relationships with other (both social
and technical) objects. In this way ANT differentiates itself from other social theories by
the inclusion of non-human actors (such as technical artifacts) as key agents in the
shaping of socio-technical processes. ANT describes the various entities and their
interconnections that exist within a heterogeneous network of human and non-human
―actors‖ aligned around a common interest (Callon & Latour, 1981). This collection of
interconnected actors is referred to as the ―actor network‖. ANT is primarily concerned
with uncovering and explaining how these heterogeneous networks of actors are
constructed and how they become stable and are sustained or how and why they fail and
fall apart.
In this approach, the distinction between humans and machines is subordinated to
exploring the development of complex socio-technical systems (Law, 1991). This, of
course, has not been without controversy and some have described ANT as amoral. John
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Law responds to this criticism by stating ―we are all heterogeneous networks, the product
of confused overlaps. Did you really find your way through last week without machines?
Of course not! You are part machine!‖ (Law, 1991, p. 10). ANT proposes that even
individual humans can be decomposed and described as networks of heterogeneous
subsystems which work together to create what we call a ―person‖. A person cannot be
thoroughly described without consideration of the many different networks to which that
person belongs (social, political, technical, etc.).
As a foundation for examining human and non-human entities in the same way,
ANT is based on three methodological principles: agnosticism, generalized symmetry
and free association (Callon, 1986). Agnosticism is analysis without bias toward human
or non-human actors and does not allow for censoring actors or passing judgments about
how actors analyze society. No point of view or interpretation by an actor is censored
and the actor’s identities are not fixed a priori. Generalized symmetry describes both
social and technical elements with the same vocabulary. This allows for human and nonhuman actors and their interactions to be described without preferential status given to
one or the other. ANT does not legislate the use of a particular vocabulary, but insists
that the same vocabulary be applied to all actors in the network. While generalized
symmetry ascribes agency to both human and non-human actors it does not imply ―equal‖
agency in the process of network formation and operation (Latour, 2005). Free
association calls for the abandonment of all a priori distinctions between the technical
and social and suggests that we ―follow the actors‖ to examine how they build and
explain their world without the constraints of preconceived ideas of what is technical and
what is social. Together these three principles provide the foundation for examining all
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actors (human or non-human) in an actor-network without bias so that the various actors
and their relationships can be better understood.
At its inception, ANT was known as the sociology of translation and the concept
of translation is the key process by which actor-networks are formed by ―the enrollment
of a sufficient body of allies and the translation of their interest so that they are willing to
participate in a particular ways of thinking and acting that maintain the network‖
(Walsham & Sahay, 1999, p. 42). Translation is the process by which actors persuade
others to join the network and to align their interests with the interests of the
network. Callon (1986) describes four steps or ―moments of translation‖ in the
translation process: problematization, interessement, enrollment, and mobilization. An
overview of the moments of translation is provided in Table 1.

Table 1
Translation Key Concepts
Translation

Overall process of persuading others to
align their interests with and join the
network

Problematization

Framing of the problem, identifying actors
with similar interests, initial role
development and defining an obligatory
passage point

Interessement

Negotiation with potential network actors to
accept their role in the actor network

Enrollment

Actors accept their role and align their
interests with the network

Mobilization

Process by where spokesmen are given
power to represent groups of actors

9

The focal actor is the key actor that is driving the process of translation (Sarker,
Sarker, & Sidorva, 2006). Problematization is the process by which the focal actor
defines and frames the problem in its own terms, identifies other actors with interests
consistent with its own interests, initially defines the identities and the roles for the
various actors in the network and establishes itself or a designated actor as the obligatory
passage point to the network (Callon, 1986). The obligatory passage point is the point in
the network through which all actors must work to achieve the intended result. The
obligatory passage point is considered to be the central and indispensable actor that is
critical to the stabilization and successful operation of the actor network (Callon, 1986).
Interessement describes how allies are locked into place. It is the process of
negotiating with potential participants in the actor network in an effort to impose and
stabilize the identity of the actors identified through problematization (Callon,
1986). This includes efforts on the part of the focal actor to convince the other actors that
accepting the roles as defined and aligning their interests with the interests of the focal
actor will facilitate some result desired by both parties. Incentives may be created to
entice actors to alter their previously defined path and pass through the obligatory
passage point as defined by the focal actor (Sarker et al., 2006). This process may
involve the destruction or dismantling of other networks in an effort to free actors to join
the proposed network.
Enrollment is result of a successful intersessement process. Enrollment involves the
acceptance by the various heterogeneous actors of their negotiated role in the actor
network and their willingness to align themselves with the focal actor and the other actors
in the network (Callon, 1986). Once enrolled the actors are assimilated into the network
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and become a part of the collective actor network. Actors in a given network are aligned
around similar interests to those of the focal actor, but actors may or may not have the
exactly the same goals (Sarker et al., 2006). Actors may be enrolled into the network in
many different ways including physical violence, seduction, transaction and consent
without discussion (Callon, 1986; Latour, 1986).
Mobilization is the process where spokesmen are given power to represent groups
of actors. Ideally these spokesmen will faithfully represent the other actors and will not
betray or are not betrayed by those the spokesman represents (Callon, 1986).
Mobilization can evolve into the ANT concept of punctualization where an entire
network is collapsed into a single point in another network and represented by a
designated actor (Callon, 1986). An example may be a group of automobile workers that
are represented by union leadership in negotiations with the automobile manufacturers.
A network is considered punctualized when the interests of the spokesman and the
interests of the represented actors are aligned. As in the case of unions this alignment is
often difficult to maintain as the punctualized network is subject to betrayal by one party
or the other which could lead to eventual collapse.
In addition to the concept of translation, ANT also introduces several other
concepts which describe key processes and roles of various elements in the creation and
evolution of actor-networks. These are summarized in Table 2.
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Table 2
Additional ANT Concepts
Alignment / Convergence

Degree to which the interests of the various actors are
aligned and converge, maximum alignment leads to
maximum efficiency of the network

Obligatory passage point

The point in the network through which all actors must
work through to achieve the desired result

Irreversibility

Impossible to go back to a point to where alternate
translations exist, resistance to alternate translations
leading to durability

Alignment / Convergence

Degree to which the interests of the various actors are
aligned and converge, maximum alignment leads to
maximum efficiency of the network

Obligatory passage point

The point in the network through which all actors must
work through to achieve the desired result

Irreversibility

Impossible to go back to a point to where alternate
translations exist, resistance to alternate translations
leading to durability
Process where ideas, procedures, methods, etc. are
written or embedded, often in technical artifacts

Inscription

Black box

Part of the network considered to be closed, taken for
granted and not subject to translation

Punctualization

Converts an entire network into a single point or node
in another network normally represented by a single
actor

Immutable mobile

An network element that is strongly resistant to
translation and stable across time and space (standards,
laws)

Standards / Normalization

Development of standards reduces the number of
translations leading to stability of the network
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ANT in MIS Literature. Because of its unique socio-technical view of the world
including the agency of non-human entities and the focus on the network as key to
understanding socio-technical processes, ANT has gained considerable traction in the
MIS literature over the last decade. In this section we review selected research from the
MIS literature and describe the application of ANT and the key findings of each. The
review captures the various ways in which ANT is being used in the MIS literature
including highly cited MIS papers and research related to our context. Table 3 provides
an overview of selected MIS research papers that utilize ANT as a primary theoretical
foundation.
Sarker et al. (2006) provide a thorough use of ANT in their examination of
business process change (BPC) and specifically the failure of a BPC initiative in a
telecommunication company. They utilize an interpretive case study methodology with a
primary data source of semi-structured interviews of members at different levels in the
organization.
Top management is described as the initiating focal actor that begins the process
of translation and the first step of problematization by defining the problem (we must
change to keep up with the industry), identifying the relevant actors and defining the
obligatory passage point as the BPC initiative. In the interessement stage, top
management negotiated with the BPC team, the IT vendor, BPC tools (artifact), the IT
team and the employees (and Union) using various methods including economic
incentives.
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Table 3
ANT in MIS Literature
Authors
Sarker,
Sarker, and
Sidorova
(2006)

Primary Focus
Business process change

Primary ANT Concepts
Translation
(problematization,
interessement,
enrollment)
Punctualization

Methodology
Interpretive case study

Key Findings
The translation process is iterative
and ongoing and therefore requires
careful up-front planning, constant
maintenance and adjustment to
achieve success

Braa,
Monterio,
and Sahay
(2004)

Action research and
health information
systems in developing
countries

Translation
Alignment
Standardization

Action research

Action researchers should focus on
multiple sites (network approach) to
facilitate vertical and horizontal
flows of learning to facilitate
sustainable and scalable projects

Yoo,
Lyytinen and
Yang (2005)

Role of standards in
innovation and diffusion
of broadband mobile
services

Standardization
Translation
Obligatory Passage
Point
Irreversibility

Interpretive case study

Standards provide heterogeneous
actors a common framework
facilitating alignment and goal
achievement, but also in some
instances can also constrain
innovation

Enrollment
Inscription
Alignment

Interpretive case study
Contextualism
Elements of action
research

Attempts to create and sustain
successful actor-networks must
often overcome significant cultural,
political and resource hurdles which
can doom them to failure

Walsham and Process of development
Sahay (1999) and use of GIS system in
India
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At times, networks thought to be punctualizied (top management or the BPC
team for example) became subject to betrayal creating problems in the interessement
process which weakened the forming network. Therefore, many of the relevant actors
were not successfully enrolled into the network resulting in the eventual collapse of the
network and failure of the BPC initiative. The authors provide several ANT based
explanations for the BPC failure including failure to identify all relevant actors during the
problematization stage as well as inability to adjust to the emergence of new actors,
failure to carefully plan interessement strategies for the different categories of actors in
the network, and not considering and controlling parallel translation processes that were
occurring at different levels in the organization.
Overall, in the creation of actor networks it must be understood that the
translation process is an iterative and ongoing process with the emergence of new actors,
parallel and competing translation processes, and the constant threat of betrayal which
requires careful up-front planning and constant network maintenance to be successful.
Braa, Monteiro, and Sahay (2004) seek to answer the question: Why do so many
action research efforts fail to persist over time? To address this question they employ an
action research approach to examine the development of health information systems
(HIS) in developing countries and specifically they focus on the sustainability and
scalability of these projects. They suggest that action research efforts should shift from
that of engaging and observing a single organization to a ―network‖ view that
incorporates the different interactions with multiple people, organizations, governments
and technologies. The authors call this perspective on action research networks of action.

15

ANT provides much of the theoretical foundation for understanding the concept
of networks of action. This research builds on the ANT concept of translation in
describing how HIS in developing countries are translated both vertically through local
appropriation and horizontally as artifacts and routines spread to new sites (Braa et al.
2004). In addition, the authors draw on the ANT concept of alignment that describes the
extent that practices, institutions, and strategies of the network work together in attaining
a common goal. A high degree of alignment is characteristic of a strong and sustainable
network as opposed to a network where interests are diverging or even competing leading
to weakness and possible collapse of the network. The networks of action approach is
described as an effort to ―capture the dynamics of translating, aligning heterogeneous
networks of routines, technology, and learning within politically contested terrains of
opposing project and ideologies in an effort to promote sustainable, replicable changes‖
(Braa et al., 2004, p. 342). Another important ANT concept applied in this research is
that of standardization. Standardization reduces the ability of the various actors in the
network to perform translations thus reducing alignment of the network.
Overall, the authors highlight the importance of sustainability of action research
projects and describe an alternative approach to action research that addresses this critical
issue. They call for the abandonment of single site action research projects and increased
focus on a network of sites, generating local, self-sufficient learning processes,
assembling a robust collection of actors aligned around a common goal, and the
alignment of interventions within the configurations of existing institutions. These
guidelines will help researchers to construct sustainable, scalable action research projects.
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Yoo, Lyytinen, and Yang (2005) analyze the role of standards in innovation and
diffusion of broadband mobile services in South Korea through the perspective of ANT.
They conduct an interpretive longitudinal case study examining the evolution of
broadband standards over a period of 10 years primarily utilizing semi-structured
interviews and archival data. The authors describe the translation process leading to the
development of technology standards that led to the rapid diffusion of mobile broadband
technologies in the South Korean market. Three realms are described: the innovation
system, the market place, and the regulatory regime. Each of these individual actornetworks together make up a complex national socio-technical actor-network they define
as an ―innovation and diffusion system for mobile infrastructures‖ (Yoo et al. 2005, pg.
330).
In the context of broadband mobile services, standards are critical to innovation
and diffusion as they enable many heterogeneous actors to align their interests and create
effective actor-networks. Yoo et al. (2005) propose that standards play a critical role in:
(1) enabling alignment of conflicting interests, (2) allowing for sharing and integration of
critical technical knowledge, and (3) helping establish and regulate markets by
developing relationships between market makers and players. In addition, it was
observed that standards can actually constrain innovation as narrow specifications (as in
the case of mobile broadband) can limit flexibility and the evolution of advanced
technologies.
Other important findings of this study include the importance of the successful
enrollment of key actors who can bring the necessary technological and knowledge
resources to enable the network to achieve the collective goal. The authors also observe
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that the actor-network continues to evolve over time and new actors must be considered
and enrolled as the network is transformed and reconfigured over time. This is often
problematic as new actors are sometimes not easily aligned with the existing network. In
addition, decisions concerning standards are often not only technical, but they are also
political and technical concessions may be made in an effort to achieve political
advantage.
Underlying Factors Influencing ITSAN Construction, Sustainability, and User
Participation
In the following section we seek to identify important factors that may influence
ITSAN construction, sustainability, and user participation by identifying major influences
based on a survey of the relevant literature. Our review of the literature uncovered a
number of factors that can potentially influence ITSANs and should be considered in an
investigation of ITSAN construction, sustainability, and user participation.
The Theory of Planned Behavior (TPB) suggests that at the most basic level, an
individual’s salient beliefs are the most important determinate of intentions and actions
(Ajzen, 1991). These salient beliefs can be categorized as behavioral beliefs, normative
beliefs and control beliefs (Ajzen, 1991; Brown & Venkatesh, 2005; Mathieson, 1991).
These beliefs are formed by associating certain attributes with the behavior or object.
Each of these attributes may have positive or negative values previously associated with
them based on previously acquired information or experience with these attributes
(Morris, Venkatesh, & Ackerman, 2005; Workman, 2005). Based on the linkages with
these positive or negative attributes a belief is automatically formed regarding the
behavior. In this way ―we learn to favor behaviors we believe have largely desirable
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consequences and we form unfavorable attitudes toward behaviors we associate with
mostly undesirable consequences‖ (Ajzen 1991, p. 191). Figure 2 shows Ajzen’s revised
model for the theory of planned behavior.

Figure 2. Ajzen’s Theory of Planned Behavior

TPB proposes that behavior is driven by behavioral intention and behavioral
intention can be explained by examining attitudes toward the behavior, subjective norms
and behavioral control. Attitude can be described as an individual’s overall appraisal
concerning the behavior based on the level of favorable or unfavorable emotions or
feelings concerning the behavior. Subjective norm refers to how an individual perceives
that others, who are considered important to that individual, view the behavior and
whether or not it should be performed. Behavioral control is the ―perceived ease or
difficulty of performing the behavior and it is assumed to reflect past experience as
well as anticipated impediments and obstacles‖ (Ajzen 1991, p. 188). Behavioral
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control is closely related to the concept of self-efficacy which is an individual’s belief
that they can successfully perform the specific behavior or task. Perceived behavioral
control was included in the revised model to provide information about potential
constraints on action and to help explain why intentions do not always effectively predict
behavior (Armitage, 2001).
Self Determination Theory (SDT) emerged from the work of University of
Rochester researchers Edward Deci and Richard Ryan (Ryan & Deci, 2000) and their
investigation into human motivation and specifically the differences in extrinsic and
intrinsic motivation and their effects on performance and psychological well-being.
Extrinsic motivation is the motivation to perform a task or activity due to
influences external to the individual such as the expectation of receiving a reward or the
fear of negative consequences. Extrinsic motivation often manifests itself in the concept
of ―control‖ where individuals feel their actions or choices are being influenced by the
directions of others or situations outside their control. A classic example of extrinsic
motivation would be a worker who is required to complete a task by precisely following a
set of instructions and is rewarded or punished based on how well the instructions are
followed in addition to meeting certain guidelines as to level of production.
Intrinsic motivation is derived from interest or enjoyment of the activity itself.
This type of motivation comes from internal sources such as the desire to explore and
learn, develop expertise, and the internal satisfaction associated with attaining a goal.
Motivation research has shown intrinsic motivation to be associated with greater
performance, more creativity, higher vitality and an improved feeling of well-being
(Baard, Deci, & Ryan, 2004; Ryan & Deci, 2000). Children are often used as a classic
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example of intrinsic motivation as they explore, learn, solve problems and complete tasks
out of sheer enjoyment of the activity.
SDT adds to the intrinsic / extrinsic motivation debate by proposing that extrinsic
motivation can be decomposed into varying levels of relative autonomy which can have
differing effects on psychological well-being (Deci & Ryan, 1985). The more autonomy
that is perceived in the situation, the more likely the individual will internalize an action
and begin to view it as self-determined (Ryan & Deci, 2000). Ryan and Deci (2000)
provide an example of a student who does their homework because they view it as a
means to achieve success in a future career versus one who does their homework due to
the demands of their parents. While both are extrinsically motivated, the first student has
the feeling of choice and personal endorsement in the situation while the latter is acting
merely out of compliance to external control.
The level of autonomy in extrinsic motivation is described as a continuum that
begins with the concept of external regulation (lowest autonomy) that is behavior
performed purely to satisfy an external demand (Ryan & Connell, 1989; Ryan & Deci,
2000). Introjected regulation involves some internalization in which behaviors are often
performed to avoid guilt or anxiety or attain ego enhancements. Identified regulation
involves the conscious valuing of a regulation and accepting it as personally important.
Lastly, the most autonomous form of extrinsic motivation is integrated regulation where
the regulation has been fully assimilated into one’s self and seen as in alignment with
one’s own values and needs. While this type of regulation is still considered extrinsic,
integrated regulation and regulation that is more autonomous has been shown to lead to
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improved performance, higher levels of effort, and greater satisfaction (Ryan & Deci,
2000).
Deci and Ryan (2002) describe SDT as a meta-theory that is the synthesis of minitheories that examine different, but related aspects of human motivation. Cognitive
Evaluation Theory (CET) focuses on intrinsic motivations and examines the effects of
social contexts (rewards, controls) on intrinsic motivation. CET highlights the role of
autonomy and competence in promoting intrinsic motivation and CET research has found
that in many instances external, tangible rewards actually undermine intrinsic motivation
(Deci, Koestner, & Ryan, 1999) and can be detrimental to creativity, cognitive flexibility
and problem solving (Gagne & Deci, 2005) leading to reduced performance. Organismic
Integration Theory (OIT) focuses on extrinsic motivation and describes how extrinsic
motivation exists on a continuum related to the level of internalization of the motivation.
OIT highlights the role of autonomy and relatedness and their effect on the level of
internalization of extrinsic motivations. Causality Orientations Theory (COT) describes
how individuals tend to orient themselves toward certain environments and regulate
behavior by examining three types of causality orientations: autonomy orientation,
control orientation, and impersonal orientation. Basic Psychological Needs Theory
(BPNT) describes a set of human needs that are essential to psychological health and
well-being. BPNT posits that the basic needs of autonomy, competence and relatedness
are essential to well-being and, therefore, any context or effort that thwarts these needs
will negatively affect psychological well-being. Goal Contents Theory (GCT) examines
the differences between intrinsic and extrinsic motivations and their impact on basic
needs. GCT posits that extrinsic goals such as wealth and fame have a negative effect on
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well-being while intrinsic goals such as personal growth and the development of close
relationships have a positive effect. Goals that are primarily intrinsic in nature lead to a
greater sense of psychological well-being and therefore motivate behaviors that lead to
the accomplishment of these goals (Kasser & Ryan, 1996). The key concepts that emerge
from the mini-theories which make up SDT are outlined in Table 4.

Table 4
Self Determination Theory Key Concepts
Extrinsic motivation

Action due to external influences or control
such as potential rewards or punishment

Intrinsic motivation

Action due to interest or enjoyment in the
activity itself

Competence

Confidence in ability to achieve a desired
result or goal

Autonomy

Freedom to determine one’s own actions
and behavior, having a sense of choice

Relatedness

Desire to be connected to others and be
engaged with the social world

SDT proposes that all individuals have the three innate psychological needs or
nutriments essential for the survival, growth, and integrity of the individual (Baard et al.
2004). These essential nutriments are described as competence, autonomy and
relatedness.
Motivation has received considerable interest in the MIS literature in a variety of
forms as motivations are critical to understanding why individuals use or do not use
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information systems. User perception of various aspects of information systems and how
these perceptions affect intention to use or continuance of use have been investigated in
many different contexts (Davis, 1989; Davis, Bagozzi, & Warshaw, 1992; Venkatesh,
Morris, Davis, & Davis, 2003). This literature stream has included research into the
effects of extrinsic and intrinsic types of motivation on user’s interactions with
information technologies (Davis et al., 1992; Shang, Chen, & Shen, 2005; Venkatesh,
1999, 2000).
Jaun Carlos Roca and Marylene Gagne (2008) examine e-learning continuance
from a SDT perspective. Their paper integrates the core aspects of SDT (competence,
autonomy, and relatedness) with constructs from the Technology Acceptance Model
(TAM) and develops an integrated model in which the SDT components are each
hypothesized to influence the TAM constructs of perceived usefulness, perceived
playfulness, and perceived ease of use. In the model, intrinsic motivation was proposed
to be represented by perceived playfulness and extrinsic motivation was proposed to be
represented by perceived usefulness. The authors employ a survey developed from
existing scales and analyze the measurement and structural models using a structural
equation modeling technique.
The authors found that users are more willing to continue using information
technologies when they feel autonomous and competent because these basic needs
influence playfulness and usefulness, which affect continuance intention. Additionally, it
was found that when workers feel a sense of relatedness among co-workers that they are
more likely to use a system out of a sense of enjoyment. The paper suggests that
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managers should promote autonomy support, perceptions of competence, and relatedness
to increase the acceptance and continued use of information systems.
Molly Wasko and Samer Faraj (2000) explore why people participate and help
others by contributing knowledge in electronic communities of practice. They describe
three views of knowledge that each impact knowledge contribution in different ways.
Knowledge as object is the idea that knowledge exists independently of human
perception. Knowledge embedded in individual’s views knowledge as what is known
and resides only in the minds of individuals. Knowledge embedded in community
suggests that knowledge is greater than any one individual, is context dependent, and
embedded within a community where knowledge is collectively owned and maintained.
The authors focus on knowledge embedded in community and attempt to gain a
better understanding of what motivates individuals to contribute knowledge to the
community. This type of knowledge contribution cannot be adequately explained by the
motivation to maximize self-interest so the authors look to concepts such as fairness,
sense of duty, altruism, moral obligation, and intrinsic rewards to help explain this
phenomenon. Data was collected by sending an email containing an open ended question
to users of selected communities of practice. The participants were asked to describe
why they participate and help others in the community. A content analysis was
performed on the collected data.
The data were placed into three categories: tangible returns, intangible returns,
and community interest. Results indicated that individuals participated for a variety of
reasons including the receipt of tangible rewards such as personal gain, involvement and
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interaction with a community of like-minded members, and intrinsic satisfaction such as
fun, enjoyment, and the sense of being challenged.
In related research, Wasko and Faraj (2005) examine knowledge contribution in
electronic networks of practice and specifically what motivates individuals to share
valuable information with strangers where there is little knowledge of who is receiving
that information and little expectation of reciprocity. The authors develop and test a
model of knowledge contribution based on the theoretical foundation of Social Capital
Theory and Social Exchange Theory. The model tests seven constructs (reputation, enjoy
helping, centrality, self-rated expertise, tenure in the field, commitment, and reciprocity)
and their influence on knowledge contribution. Several methods of data collection were
utilized including archival analysis of posted electronic messages, a rating system to rate
the value of the message contribution, and a survey based on previously validated items.
The results were analyzed utilizing partial least squares structural modeling technique.
Results of the study indicated that in the context of electronic networks of practice
the primary motivations driving knowledge contribution where enhancement to
reputation and centrality to the network. The authors suggest that the limited support for
the effect of the other constructs could be due to the methodology used and the specific
context of the study (professional legal association). A surprising result of the study was
that expectation of reciprocity was not a significant motivation of knowledge contribution
behavior as expected.
In their paper examining radical organizational change, Greenwood and Hinings
(1996) draw on neo-institutional theory to examine how various intra-organizational
dynamics impact organizational forms and structures resulting in organizational change.
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They examine the role of interests and value commitments and explain that in any
organization there are competing views of the purpose (mission) of the organization, how
the organization should be organized, and the ways various actions should be interpreted.
An outcome of these competing views ―is that groups seek to translate their interests into
favorable allocations of scarce and valuable organizational resources‖ (Greenwood &
Hinings, 1996, p. 1033). The struggle between groups or individuals with contrasting
views becomes an issue of power as actors attempt to shape the organization in the way
which best suits their interests. Amis, Slack, and Hinings (2002) suggest that
organization change initiatives can be positively or negatively affected by how closely
the values held by individuals within an organization match with the proposed change. If
the values match, the change will be supported; otherwise a values-driven resistance to
change may emerge.
Greenwood and Hinings (1996) introduce an additional organizational dynamic
that influences organizational change - capacity for action. Having sufficient capacity for
action implies that the organization sufficiently understands the path to the new
destination and the requirements necessary to successfully make the transition. Capacity
for action ―embraces both the availability of these skills and resources within an
organization and their mobilization. Mobilization, in this sense, is the act of leadership.‖
(Greenwood & Hinings, 1996, p. 1040).
Politics influences virtually all organizational or group level actions and can be
defined as sometimes observable, but often convert, actions by individuals seeking to
increase their power or ability to influence a specific decision or the direction of the
organization or group (Eisenhardt & Bourgeois, 1988; Grover, Lederer, & Sabherwal,
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1988). Political influences can often negatively impact decision processes within the
group and limit the ability to reconcile individual interests leading to the decreased
performance (Walter, Kellermanns, & Lechner, 2010). Accumulating, controlling and
often withholding information is a primary method for acquiring and exercising political
power and therefore information systems can play a critical role in the balance of power
and political actions in an organization. Markus (1983) suggests that users may resist
information systems that facilitate the redistribution of power, especially individuals who
are likely to lose power as a result of implementation.
In their review of power in the information systems literature, Jasperson et al.
(2002) suggest that power has long been a messy and not easily understood concept with
many hidden characteristics that are difficult to fully grasp. They also propose that IS
researchers have often used a single term (power) to represent different ideas including
concepts of power, politics, and authority. In an attempt to provide a unified definition of
power they borrow the definition of Hall (1999) which states ―power has to do with
relationships between two or more actors in which the behavior of one is affected by the
behavior of the other‖ (p. 110). Included in their definition are concepts of authority,
centralization, decision rights, participation in decision making, influence, politics, and
power (Jasperson et al., 2002).
Avgerou and McGrath (2007) investigate power and socio-technical change by
examining the ―significance of the social context and the political behaviors of actors
involved in IS innovation processes‖ (p. 296). They suggest that actor-network theory
can be a useful lens for examining ―social shaping‖ of IS innovation as it allows for the
study of technological artifacts and humans as political actors. Smith, Winchester, and
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Bunker (2010) utilize the circuits of power framework (Clegg, 1989) based on the three
power-related theories of agency, social integration, and system integration (Clegg,
Courpasson, & Phillips, 2006) to examine how power, politics, resistance, norms, and
culture affected the implementation of information systems security measures across
governmental agencies in New South Wales, Australia. They found that large-scale IT
projects conducted across agencies of various sizes require the implementation to be
adjusted to suit agency size, thus enabling complex tasks to be broken down into
manageable tasks better suited to agency resources (personnel, financial). In addition,
they found that resistance to the implementation by certain agencies was due to particular
norms and culture within those agencies (Smith, Winchester, Bunker & Jamieson, 2010).
It has been suggested that values are an important indicator of culture and that
―values represent a manifestation of culture that signify espoused beliefs identifying what
is important to a particular cultural group‖ (Leidner & Kayworth, 2006, p. 359).
Understanding their values helps to illuminate why people behave the way they do
(Schein, 1985). Culture and has been defined in many different ways in the literature, but
overall it can be described as a shared set of beliefs, ideologies, values and basic
assumptions regarding human behavior, relationships and how to view the world (Leidner
& Kayworth, 2006).
Cultural research that seeks to examine the influence of culture is often based on
the work of Hofstede (1980, 1991) and the concepts of power distance, uncertainty
avoidance, individualism-collectivism, and masculinity-femininity (Leidner, 2010).
Hofstede’s dimensions have been applied to virtually every area of IS research (Ford,
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Connelly, & Meister, 2003) and has a played a significant role in the majority of IS
papers that examine culture at the national level (Leidner & Kayworth, 2006).
In their study of information service quality (SERVQUAL) across different
geographic and cultural settings (Korea, Hong Kong, the United States and the
Netherlands), Kettinger, Lee, and Lee (1995) found cultural influences significantly
affected service quality measurement. Therefore, they suggest that cultural differences
must be considered when developing an instrument to measure global service quality.
Keil et al. (2000) examined escalation of commitment in information systems projects
and found that some factors leading to escalation are influenced by cultural differences
(low uncertainty avoidance cultures vs. high uncertainty avoidance cultures). Srite and
Karahanna (2006) examine cultural values as an extension of the technology acceptance
model (Davis, 1989; Gefen & Straub, 1997; Venkatesh et al., 2003) and found that social
norms strongly influence individuals that espouse feminine and high uncertainty
avoidance cultural values.
Culture is most often viewed from two perspectives: the national level and the
organizational or group level. In their review of culture in information systems research
Leidner and Kayworth (2006) suggest that IS culture research at the national level has
primarily examined the impact of western-based management practices and theories on
non-western cultures and the influence of national culture on IS development and use
(Cougar, 1986; Walsham, 2002). In addition, they observe that organizational level IS
culture research focuses on the influence of culture to help explain contradictory results
of applying information technologies within organizations and how information
technology can lead to cultural transformation (Weick, 1990). The underlying factors
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identified in this section should be considered in research investigating ITSANs as each
factor has the potential to impact ITSAN construction, sustainability, and user
participation.
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Chapter 3
IT Enabled Social Action Networks
Innovative, humanitarian organizations and individuals are leveraging the power
of advanced information technologies in a collaborative effort to reach out to those who
are in need and provide solutions to social issues which cannot be adequately addressed
by any one individual, organization, or government. We describe this network of actors
that are tied together by a common social purpose as an IT Enabled Social Action
Network (ITSAN) – a network of actors, connected via an IT platform, working together
to improve social conditions and the lives of others. Based on the theoretical foundation
of ANT, and concepts that highlight additional factors influencing ITSAN construction,
sustainability and user participation, we propose an integrated model which provides a
framework for the investigation of ITSANs. Table 5 provides definitions of construction
and sustainability in the context of ITSANs.

Table 5
Key Definitions
ITSAN Construction

Negotiation of the translation process
such that the actors (human, technical)
are aligned and operating collectively

ITSAN Sustainability

Ongoing management of subsequent
translations to maintain the integrity of
the network
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The proposed model, illustrated in Figure 3, identifies the key actors and the
critical processes in the construction of a sustainable ITSAN. In addition, it offers
additional factors that may influence these processes and should be considered in an
investigation of ITSANs.

Figure 3. ITSAN Conceptual Model

In the following section we explain the conceptual model and illustrate how it
applies to the context of ITSANs.
Translation
ANT describes the process in which a heterogeneous network of actors is aligned
around a common interest or common goal through the process of translation. In the
ITSAN context, the network builder is the focal actor which drives the process of
network construction. The ability of the network builder to effectively shepherd the
translation process is crucial to the successful operation, long-term viability, and overall
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effectiveness of the ITSAN. The network builder can be an individual actor, a group of
actors or an organization who identifies a social need and initiates the translation process
to facilitate the construction and operation of the ITSAN. The overall translation process
consists of four sub-processes: problematization, interessement, enrollment and
mobilization (Callon, 1986). The remainder of this section describes these processes in
the context of ITSANs.
Problematization
During the problematization phase of translation the network builder frames the
problem in its own terms and defines the scope of the problem to be addressed (Callon,
1986). The network builder then identifies various actors with similar (although not
necessarily exactly the same) interests who can potentially add value to the ITSAN
including individual human actors, other actors including organizations and governmental
entities, and technological actors such as the IT platform (Sarker et al., 2006). After
identifying the potential actors, the network builder defines an initial set of roles the
various actors must fulfill to ensure successful operation of the network and defines the
obligatory passage point through which all actors must work to achieve the overall
mission of the network as defined by the network builder. For example, in their paper
investigating the dynamics of inter-organizational information systems (IOIS), Rodon,
Pastor, Sesé, and Christiaanse (2008) identify the IOIS as the obligatory passage point
through which all actors must pass to avoid obstacles or threats and to achieve their
objectives.
The IT platform can be described as a punctualized set of technology actors
including hardware, software, standards, and procedures which together facilitate the
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interconnection and collaboration of the various network actors while providing for the
collection, storage, and transmission of information utilized by the network to create
solutions to positively impact the targeted social condition. During the problematization
phase, the network builder may construct the IT platform to fit the specific goals the
network builder has identified or the network builder may utilize an existing IT platform
which already meets the needs of the ITSAN. In the context of ITSANs, the Network
Builder identifies the IT platform as the obligatory passage point of the network.
Interessement
During the interessement phase of the translation process the network builder
engages with the potential network actors defined in the problematization phase in an
effort to persuade the potential actors to align their interests with the interests of the
ITSAN and accept the roles as defined for them by the network builder (Callon, 1986).
Law (1986) adds that this process involves attracting actors by diverting their attention
from other activities and other actors (Tatnall, 2010; Uden & Francis, 2009). Uden and
Francis (2009) use ANT as a lens to examine service innovation in the development of an
IT based open learning network in a university setting. They found that during
interessement it is critical to ―uncover and understand the interests of each stakeholder in
order to find methods of persuading the stakeholder that their key interests can be aligned
to those of the network‖ (p. 33).
The interessement phase is a two-way iterative process and may result in a
redefining of the roles of each actor or even adjustments to the overall mission of the
ITSAN as each actor exerts their individual influence over the interessement process.
Certain key actors which possess critical information, skills, or other resources may
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utilize their position of power to influence and shape the developing ITSAN. It is
important to note that the interessement phase is ongoing throughout the life of the
ITSAN as new potential actors emerge, actors assume new roles, and other actors become
inactive or leave the ITSAN. This phase is critical to the successful formation of the
ITSAN, but is also extremely critical to its sustainability.
Enrollment
The enrollment phase of the translation process is the result of a successful
interessement phase. Allen (2004) describes enrollment as the ―process of persuasion
and control which creates, and maintains, actor-networks‖ (p. 175). In their investigation
of an information and communication technology (ICT) project designed to bring
technologies to underserved rural communities in the Peruvian Andes, Andrade and
Urquhart (2010) observed that incomplete or ineffective interessement resulted in actors
that did not fully understand their role and who were not fully committed to the project.
As a result the network began to unravel during the enrollment stage as actors did not
fully align their interests with the network leaving the project substantially ineffective.
During enrollment, the actors assume their negotiated roles and become
functioning members of the ITSAN (Callon, 1986). In this phase the network builder
grants the various actors access to the IT platform through which all the actors work
together to address the social mission of the ITSAN. Actors who are successfully
enrolled into the ITSAN contribute their unique and valuable resources which initially
energize the ITSAN for operation and also power the ITSAN over time. In addition, they
are often instrumental in recruiting and enrolling additional actors.
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Mobilization
During the mobilization phase of the translation process various groups of actors
may select representatives who represent that group of actors in the network (Callon,
1986). Mobilization typically includes a set of methods to ensure that representatives act
according to the interests of the group, and representatives seek to maintain continued
support for these interests from the enrolled actors (Mähring, Holström, Keil, &
Montealegre, 2004). A group of actors may be considered to be punctualized when the
mobilization phase is successful and the representative actor is faithfully representing the
interests of the represented group (Sarker et al., 2006). In the ITSAN context, examples
of mobilization include a representative who is selected to represent the management
team of a particular ITSAN, or an individual or group selected by actors in a particular
country to represent that country in the ITSAN.
Mobilization can lead to stability and efficiency in the actor network when
successfully implemented, but can also cause disruption if there are acts of betrayal by
either the representative or those who are represented. In their investigation of business
process change failure, Sarker et al. (2006) found that punctualization can lead to
problems when the interests of individual group members become misaligned with those
of the group. This misalignment led to several betrayals and eventually the betrayal of
the top management leading to the collapse and failure of the network.
Social Value
Social enterprises (SE) are organizations that are focused on positively impacting
social conditions such as hunger, education, and healthcare as opposed to a goal of
maximizing shareholder wealth (Austin, Howard, & Wei-Skillern, 2006; Dees, 1998).
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Social value is the result of the innovative use of resources to positively impact a social
condition and help those that are in greatest need (Dees, 1998; Drayton, 2006; Mair &
Marti, 2006).

Although some for-profit companies have secondary goals that are

humanitarian or philanthropic in nature, their primary goal is one of financial value
creation for the owners or shareholders. In contrast, the primary goal of the SE is social
value creation and the value created is external to the organization, and this external
value creation is one of the most important ways SEs are different from for-profit
organizations (Richardson et al., 2012).
Richardson et al. ( 2012) examined how the International Outreach Program at St.
Jude Children’s Research Hospital is utilizing information technology to locate, organize,
and utilize global resources in their efforts to improve treatment for children with cancer
and other catastrophic pediatric diseases especially in developing countries where access
to cutting edge research and treatment protocols is limited or non-existent. They found
that the combined efforts of thousands of individuals from virtually every part of the
world created social value by leading to improved survival rates of some of the world’s
most vulnerable children.
The primary goal of any ITSAN is to improve social conditions and the lives of
others. It is the pursuit of this shared social mission that is the glue which holds the
ITSAN together and the engine which powers its operation. Ultimately, the success of
the ITSAN is judged on the network’s ability to positively impact a social need. Through
the process of translation, by leveraging the individual and collective motivations and
resources of its actors, and the innovative application of information technologies, the
ITSAN generates effective solutions to social issues, thereby creating social value.
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Underlying Factors
In the ITSAN context, beliefs, attitudes, norms and motivation (Davis, 1989; Deci
& Ryan, 2002; Gefen & Straub 1997) are important factors influencing ITSAN
construction and sustainability. Favorable beliefs and attitudes toward the ITSAN based
on positive feelings toward the overall mission of the ITSAN and the individuals or
organizations promoting the ITSAN are critical in forming the relationships and
acquiring the resources necessary for ITSAN construction and sustainability. Subjective
norms (Smith et al., 2010; Venkatesh et al., 2003) may also provide a form of ―peer
pressure‖ where an individual’s ITSAN involvement is related to the involvement of
others who are important to that individual. This may be by the example of others
(engaging with the ITSAN) or by an expressed desire for the individual to join the
ITSAN. Behavioral control or self-efficacy (Ajzen, 1991) may influence the network
builder in the choice of tools or various technologies to be used in network construction.
In addition, it may influence individual participants as they evaluate their ability to use
these tools and technologies as well as their ability to positively contribute to the ITSAN.
An ITSAN is comprised of a collection of heterogeneous actors aligned around a
common interest. This network of actors may include individual human actors,
organizational or governmental actors, and technological actors. Each type of actor or
even each individual actor is motivated to participate in the ITSAN by a unique set of
motivations (Deci & Ryan, 2002; Wasko & Faraj, 2005). Technological actors may have
the motivations of their designers or creators inscribed in their design. Successful
construction and operation of the ITSAN is dependent on the contributions of time,
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knowledge, skills, and other resources of these actors, therefore it is critical to understand
the role of motivation in ITSANs.
Concepts of intrinsic and extrinsic motivation (Baard et al., 2004; Deci & Ryan,
2002; Kankanhalli, Tan, & Wei, 2005) describe how individuals are motivated to engage
in certain behaviors. In the context of ITSANs, monetary compensation is typically not
associated with ITSAN participation; therefore, other non-monetary motivations are the
primary predictors of ITSAN participation. Intrinsic motivations are motivations to
engage in an activity based on the enjoyment of the activity itself. Motivations such as
autonomy, relatedness, and competence have been shown to impact an individual’s
psychological well-being and, therefore, motivate certain types of behavior (Deci & Ryan,
2000). In addition, some individuals are motivated by the enjoyment of helping others
(Kankanhalli et al., 2005).
Extrinsic motivations are motivations due to the expectation of an external reward or
punishment. While extrinsic rewards are often associated with monetary rewards, they
can also take other forms such as enhanced reputation or recognition, and the expectation
of reciprocity (Kankanhalli et al., 2005; Wasko & Faraj, 2005). The motivation to escape
negative feelings such as guilt can also be seen as an extrinsic motivator (Clary & Snyder
1999). In the context of ITSANs, extrinsic motivations can take the form of recognition
by other actors for an individual’s contributions to the network, the expectation that other
actors will repay contributions with contributions of their own, and possibly as a way to
alleviate feelings of guilt or obligation.
While other actors, such as organizations, can often be decomposed into an
underlying set of individual human actors who exhibit individual motivations, they may
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also exhibit collective motivations based on membership in the group. For example, a
member of a political party may have vastly different motivations than other members of
the party, but in the end they will exhibit a collective motivation to support their party
candidate for the benefit of the overall mission of the party. Therefore, these collective
motivations may be different from the individual motivations of the organization’s
members and must be considered independently.
Concepts of interests, values, power and politics (Amis et al., 2002; Greenwood &
Hinings, 1996; Jasperson et al. 2002; Walter et al., 2010) map directly to the ITSAN both
as the network is initially constructed and as actors attempt to manage subsequent
translations of the network. The network builder is instrumental in inscribing the initial
interests and values into the network in the problematization phase, but adjustments may
be necessary during the interessement and enrollment phases as resource holders attempt
to infuse their interests and values into the process by leveraging the power of their
resource holdings.
Power and politics (Avgerou & McGrath, 2007; Clegg et al., 2006) can be an
important factor influencing ITSAN construction and sustainability as ITSANs often
must navigate intra-organizational, inter-organizational and international contexts. At the
group or organizational level, issues may arise concerning control of certain resources or
ownership rights of various forms of content and this could hinder the ITSAN in the
pursuit of its mission. Political instability in many of the areas of the world with the
greatest needs may require the successful navigation of many political barriers.
Cultural influences on organizations has been widely studied (Hofstede 1980,
1991; Leidner, 2010; Leidner & Kayworth, 2006) and found to play an important role in
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many aspects of organizational activities. ITSANs are typically international in nature
and therefore are often subject to national level, organizational level, and individual level
cultural influences. On a national level, the network builder must take into consideration
how cultural differences (Keil et al., 2000; Kettinger et al., 1995) will impact the
network’s ability to attract and leverage the various resources which exist in areas of the
world with vastly different cultures or values in regard to helping those in need. For
example, some cultures may not be willing to share resources or participate with an
ITSAN whose principle spokesperson is of a certain gender or religion.
Since the ITSAN infrastructure is often built and maintained by an organization or
group of organizations it is also influenced by organizational or group level culture.
Richardson et al. (2012) found that a deep-seated culture which valued caring for sick
children was a major factor in the success of an ITSAN focused on catastrophic pediatric
diseases. Leidner and Kayworth (2006) conclude that culture ―exerts a subtle and yet
powerful influence on people and organizations and that information flows and
information technologies are often closely intertwined with culture‖ (p. 358).
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Chapter 4
Research Approach
This research employs a quasi-foundational interpretive research approach which
seeks to understand ITSANs through the lived experiences of key actors (Amis & Silk
2008). The quasi-foundational approach recognizes that researchers are unable to
separate themselves from previous exposure to theoretical concepts, and therefore,
embraces theory as an initial lens through which to view phenomena of interest. Actor
Network Theory will provide the initial lens through which we will analyze how, through
the ANT process of translation, ITSANs are formed and sustained. In addition to our
initial theoretical lens, an iterative, interpretive approach to data collection and analysis
was followed in an effort to uncover new theoretical linkages, concepts and constructs as
they emerge from the data collection and analysis process (Miles and Huberman 1994).
To investigate our research questions we implemented a qualitative multiple-case study
approach (Stake, 2005; Yin, 2003).
Primary data sources consist of semi-structured interviews with members of the
ITSAN management team, organizational documents, archival records, direct observation,
non-participant interaction with the ITSAN platform, and researcher field notes. Noninterview data were used to gain a thorough understanding of each ITSAN, its structure,
and operations. This data helped shape the interview protocol as well as provide a
detailed description of each research site. Interviews were recorded and transcribed and
all the data was integrated and analyzed utilizing established qualitative data analysis and
coding techniques including open coding, axial coding and selective coding (Strauss &
Corbin, 1990). The data was analyzed by iteratively going back and forth between the
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data and theory in an effort to uncover the emerging theoretical linkages (Pratt,
Rockmann, & Kaufmann, 2006; Corley & Gioia, 2004). First order codes were
integrated to form theoretical categories which in turn were aggregated into theoretical
dimensions representing the key concepts emerging from the data (Pratt et al., 2006). An
overview of the research process is illustrated in figure 4.

Figure 4. Research Process

To establish the quality of our scholarship including the trustworthiness and
robustness of our data and analysis we followed established guidelines for establishing
credibility, dependability, confirmability, and transferability (Lincoln & Guba, 1985;
Amis & Silk, 2008). To address credibility we spent extensive time in the field collecting
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interview data from multiple participants and secondary sources (observation, field notes,
etc.) in an effort to triangulate our findings (Eisenhardt, 1989; Yin, 2002). Interviews
were recorded, transcribed and returned to the participants for verification that the
transcripts accurately represent the intent of the participant. To address dependability we
documented data collection and analysis methods and utilized a peer debriefing technique
where colleagues not involved in the research process examined and provided feedback
on the research methods and data analysis. To address confirmability we acknowledge
and discuss the inherent biases in our research approach by providing a reflexive account
of the research process and, in addition, describe the triangulation of our findings.
Finally, to address transferability we provide substantial detail in our data presentation
and analysis to enable the reader to determine the extent to which our findings are
transferable to additional contexts.
Research Sites
In the following section we begin to unfold our findings by providing an in-depth
overview of the research sites. This data was primarily collected from organizational
documents provided by the research sites including organizational overviews, website
information, presentations, annual reports, newsletters, and articles published by
members of the organizations. In addition, we examined the ITSAN platforms of each
organization to develop a comprehensive understanding of how each system functions.
Each research site was very open to engaging with this research project and provided
extensive information concerning their operations and open access to the ITSAN
platform for our examination.
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Cure4Kids. The first research site is the Cure4Kids initiative at St. Jude
Children’s Research Hospital in Memphis, Tennessee, USA. As a part of St. Jude’s
International Outreach Program, Cure4Kids (www.cure4kids.org) is an online
collaboration and education platform designed to provide informational and educational
resources to facilitate advances in the treatment of catastrophic pediatric diseases
thorough the world, especially in underdeveloped areas where access to cutting-edge
medical information and treatment protocols are limited (Quintana et al., 2008). The
Cure4Kids ITSAN is comprised of over 29,000 users from 179 countries including
physicians, nurses, researchers, and others working together to improve the lives of
children with cancer and other childhood diseases.
St. Jude was founded in 1962 by entertainer Danny Thomas and currently treats
over 5400 pediatric cancer patients per year. St. Jude freely shares their research and
medical discoveries with medical treatment and research professionals and organizations.
St. Jude physicians and researchers lead the fight against various catastrophic childhood
diseases and have been instrumental in increasing survival rates for pediatric cancer
patients around the world. One example among many is the increase in the five year
survival rate of children with Acute Lymphoblastic Leukemia from 4% in 1962 to 94% in
2008 (www.stjude.org).
St. Jude is the only cancer research and treatment hospital in the United States
where the patients are never required to pay out-of-pocket for their treatment. St. Jude
has over 3300 employees and operating expenses of over $1.4 million per day which are
primarily covered by donations from individual contributors. The culture of caring for
the world’s sickest children is embodied in the St. Jude mission statement:
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The mission of St. Jude Children’s Research Hospital is to advance cures,
and means of prevention, for pediatric catastrophic diseases through
research and treatment. Consistent with the vision of our founder, Danny
Thomas, no child is denied treatment based on race, religion or a family’s
ability to pay.
More than 60% of children with cancer in developing countries have little or no
access to current and effective treatments for their disease although these treatments are
available in developed countries (Riberio & Pui, 2005). The International Outreach
Program was initiated as an effort to expand the mission of St. Jude to include children
throughout the world and especially in developing countries where many healthcare
professionals lack the proper training and resources to adequately treat children with
catastrophic diseases. Originally, these international outreach efforts included extensive
on-site training at St. Jude for medical personnel from foreign countries as well as St.
Jude sponsored training in their home counties.
According to a senior manager at St. Jude, employees began to notice that
medical personnel visiting from outside the U.S. were spending considerable time photo
copying materials before they returned to their home countries. Upon further
investigation it was learned that they had no way to access this information or the
financial means to acquire it. The realization that medical professionals treating
catastrophic pediatric diseases throughout the world had limited access to vital current
research and needed this information to properly treat their patients led the managers to
begin discussions of how St. Jude could help provide this information.
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It became quickly apparent that the most cost effective and virtually instantaneous
way to disseminate this critical information was through the use of information
technology and specifically via the Internet. A search was conducted for an existing
solution to this problem, but no suitable platform was available at the time. Therefore,
the International Outreach Program decided to develop its own platform for hosting and
distribution of this information. After several iterations, the Cure4kids platform and
website www.cure4kids.org was launched in 2002 as a library of research and medical
information pertaining to research and treatment of pediatric cancer and other
catastrophic pediatric diseases. Cure4Kids was developed primarily by utilizing open
source software, technologies, and methods so that Cure4Kids remained cost effective as
well as easily extendable.
Senior managers quickly realized that the underlying information technology
infrastructure they had developed for Cure4kids had potential far beyond simply a library
of information. The platform was extended to allow for the development of collaborative
user groups formed around a specific disease or research topic. Further platform
enhancements led to the development of new and innovative web-based applications
which are all built upon the same core platform. The different applications built on the
Cure4Kids platform are Cure4Kids, Cure4Kids for Kids, Consult4Kids, Oncopedia and
Pond. Figure 5 depicts these five different applications and their relationship to the
Cure4Kids platform.

48

Figure 5. Cure4Kids Network

Cure4Kids. Cure4kids has evolved into a multi-faceted education and
collaboration platform with a global mission of disseminating cutting edge research and
medical information concerning catastrophic pediatric diseases. Information available
includes electronic textbooks, online seminars, journals and self-paced online courses
(Caniza, Maron, Moore, Quintana, & Liu, 2007). Cure4Kids is used by over 29,000
users from over 178 countries. Over 1 million items have been viewed or downloaded by
Cure4Kids members. All information is available at no cost to any researcher or medical
professional anywhere in the world.
In addition, Cure4Kids provides online educational courses for practitioners who
treat children with catastrophic diseases such as cancer and HIV/AIDS. In many
instances these online courses are certified for continuing education credit. Cure4Kids
provides these educational resources to over 10,000 doctors and nurses in over 155
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countries. Educational content is developed by experts in the care of children with
catastrophic diseases and while most content is in English, some content is also available
in Russian, Arabic, Portuguese, Spanish, and Chinese.
Cure4Kids also provides online collaboration tools that facilitate online meetings
for healthcare professionals from around the world who share common interests.
Currently there are over 200 online working groups many of which meet regularly.
These meetings often include discussions of clinical cases (Chantada et al., 2008) and
these working groups members have participated in the development of best practices and
treatment guidelines that have led to improved outcomes for patients.
Cure4Kids for Kids. Cure4Kids for Kids is a new initiative based on the
Cure4Kids platform that is focused on extending the educational reach of Cure4Kids to
the classroom. Cure4Kids for Kids provides online content that focuses on educating
children about childhood cancer by addressing the various misconceptions about the
disease. Information is also presented concerning cancer prevention and how good habits
developed early can lead to better health as an adult. A secondary goal of Cure4Kids for
Kids is to help develop children’s interest in science, healthcare, and related careers.
Consult4Kids. Consult4Kids is an extension of the Cure4Kids platform that
provides a secure online forum for health professionals to request and receive expert
consultation from St. Jude faculty regarding a specific case. Usually these cases are
unique or difficult to diagnose and/or treat. Physicians at remote (usually outside the
U.S.) sites initiate a request for consultation which is received by a St. Jude expert in that
particular disease. The St. Jude expert provides a second opinion based on the
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information provided and all the information and correspondence is securely archived for
future use by other Consult4Kids users.
Oncopedia. Oncopedia is an online information and collaboration resource
similar to Wikipedia that focuses on pediatric oncology and hematology topics. Users
are encouraged to submit interesting or difficult cases including detailed background
information including pathology reports and images. Oncopedia also includes chapters
on various issues related to pediatric diseases written by experts on the topic. Submission
and discussion of controversial topics is also encouraged to facilitate a professional
debate which will lead to new ways of thinking and better outcome for patients.
One way that Oncopedia is different from wiki sites such as Wikipedia is that all
topics are initially analyzed and approved for publication by an international editorial
review board. Once a topic is selected for inclusion it is added to the appropriate section
of the website based on the particular disease so that users can easily find the topics in
which they are interested. Users are then able to view the content and exchange
comments with each other concerning the topic. Volunteer experts also provide answers
to questions posted by users concerning the topics or cases presented.
Pond. Pond (Pediatric Oncology Networked Database) is yet another application
built upon the Cure4Kids platform. Pond had its beginnings as an online pediatric
oncology electronic medical record for developing countries as well as a global cancer
registry. Eventually it was decided to separate the two functions of Pond and the cancer
registry function of Pond has continued to be developed and hosted as a part of the
Cure4Kids platform.
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Pond is an online database that stores pediatric oncology patient information
pertaining to diagnosis, treatment protocols and outcomes for individual patients. Pond
―provides a secure, confidential, multi-lingual way to study patient outcomes and the
effects of specific interventions aimed at improving patient care‖ (International Outreach
Program Annual Report, 2006). The primary purpose of Pond is to provide researchers
with a wealth of data concerning pediatric cancer treatment to facilitate advances and
new discoveries which will lead to improved patient outcomes.
Table 6 provides a brief overview of the purpose of each of the Cure4Kids
applications.

Table 6
Cure4Kids Application Overview
Application
Primary Focus
Cure4Kids
Education and collaboration for medical professionals treating
catastrophic pediatric diseases
Cure4Kids for Kids

Cancer education for children

Consult4Kids

Second opinions, consultation and archival data for challenging
cases

Oncopedia

Wiki style online information resource where content is submitted
by users

Pond

Online database for diagnosis, treatment and outcome information
primarily for research purposes

RAFT. Réseau en Afrique Francophone pour la télémédecine (RAFT)
(raft.hcuge.ch) is an ITSAN whose primary mission is to support healthcare professionals
in developing countries especially in rural areas where access to healthcare is very
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limited or non-existent (Geissbuhler, Bagayoko, & Ly, 2007). Very often it is difficult
for healthcare professionals to remain long-term in isolated rural areas where access to
continuing educational opportunities, access to specialized advice for difficult cases, and
isolation from colleagues and basic medical technologies are the norm. To address these
issues and help provide support to healthcare professionals where they are needed most,
the Geneva University Hospitals supported the development of the RAFT network
(Geissbuhler, Ly, Lovis, & L’Haire, 2003). Primary funding for RAFT comes from the
State of Geneva, the Swiss confederation, and private foundations. Through the
innovative use of information technologies, RAFT has been able to assist the healthcare
professionals who are providing care for those in the greatest need.
RAFT began in 2001 as an outreach effort in the French speaking African
countries of Mali, Mauritania, Morocco, and Cameroon and has since expanded to fifteen
French speaking African countries and is currently expanding to support English
speaking African countries as well. As shown in figure 6, the World Health
Organization has identified most of central Africa as experiencing a critical shortage of
healthcare providers.
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Figure 6. Countries with a Shortage of Health Service Providers
Source: World Health Organization
(World Health
The RAFT network is currently managed in relatively decentralized manner by a
small coordination team based in Geneva, Switzerland and more than 30 national
coordinators inside the countries where RAFT has a presence. In each country, the
RAFT activities are supervised by a ―focal point‖ which is normally a university
professor with contacts within the ministries of health and education for that country. In
addition, there is typically a local medical coordinator and a technical coordinator who
manage the day-to-day operations including technical training and support of sites within
the country (Bagayoko et al., 2010).
Technologies. The major technical obstacle RAFT must overcome is the
instability of the communications infrastructure and availability of sufficient bandwidth
in the developing countries that it serves. To address this issue RAFT has developed an
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ITSAN platform based on open source components that is finely turned to perform even
at very low bandwidths. In addition, the clients can act as relay stations to other clients
effectively reducing total bandwidth consumption. These features have proven to be keys
to the success of the RAFT network as they allow remote users to participate in online
education and collaboration activities from areas with low bandwidth and poor
telecommunications infrastructure.
Currently, RAFT is deployed primarily in national and regional hospitals and in
some district and rural hospitals. In addition, there has been initial testing of the
feasibility of connecting very remote areas by the use of satellite technology for Internet
access and solar panels to power the equipment in an effort to de-isolate healthcare
providers in these remote areas. These de-isolation efforts allow healthcare providers to
remain longer in very remote areas by providing connections to family, friends, and
colleagues. In addition, it provides opportunities for educational and other professional
activities including consultations with specialists. Potential impact is very high in these
areas, but currently the costs for satellite connectivity make this option economically
unsustainable. Other options are being pursued such as new wireless and satellite
technologies and partnerships with Internet service providers who operate cybercafés.
The primary activity of RAFT is the production and distribution, through
webcasting, of interactive educational content to physicians and other healthcare
professionals. Other activities include teleconsultations and tele-echography. Courses
are webcast live every week and are freely available with no cost to the user. Initially
content was primarily developed by experts outside of African, but now over 80% of
educational content is developed in Africa. Multiple sites connect to the live webcast
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with some sites having as many as 100 care professionals participating. The RAFT
platform allows for two-way communication during the webcast so users can ask
questions and interact with one another. Following the live webcast each course is
archived and available to be viewed at any point in the future.
iPath© is one of several open source technologies utilized by the RAFT network.
iPath© was developed by the University of Basel and is a web based telemedicine
platform that enables the secure publication and discussion of medical cases for the
purposes of consultations and second opinions on unique or difficult cases or in instances
where the treating medical professional does not have sufficient training or expertise.
Access to iPath© is controlled and the qualifications of experts must be verified prior to
offering advice in consultations.
Portable ultrasonography that utilizes the RAFT network for long distance
consultations with radiologists is another area where RAFT is using technology to
improve patient care (Bagayoko et al., 2010). As portable ultrasonography becomes less
expensive and Internet connectivity is improving in remote areas this is now a viable tool
for use in diagnosis and decision making regarding treatment and the need for
transporting the patient to reference hospitals. Additional software has been developed
that allows for the significant compression of the ultrasound images so they can be
effectively transmitted over low-bandwidth Internet connections (normally 30-40 kbs).
Initial pilot studies have demonstrated the feasibility and effectiveness of providing
timely access to expert advice utilizing portable ultrasonography and the RAFT network
(Bagayoko et al., 2010).
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The Virtual Internet Patient Simulator or VIPS© is another technology utilizing
the RAFT network to provide educational opportunities to isolated care professionals in
Sub-Saharan Africa (Bediang, Bagayoko, Raetzo, & Geissbuhler, 2010). VIPS© is a
computer based simulation that provides physicians a realistic environment to learn how
to react to difficult situations. It is based on the concept that acquiring knowledge is a
two stage process. Reflection in action is when the practitioner encounters a new
situation and requires the mobilization of implicit and explicit knowledge to react
appropriately by making a decision concerning the course of treatment. Reflection on
action takes place after the decision is implemented and the results can be evaluated.
VIPS© enables learning by providing the care professional a completely simulated
patient environment including medical history, physical examination, and laboratory
results via a web-based application. The care professional is then asked to evaluate the
simulated patient by asking appropriate questions, make decisions based on the patient
response, and select a method of treatment. The entire session is recorded and then can
be compared to a set of best practices for treating the simulated medical condition.
de Souza Institute. The de Souza Institute (www.desouzanurse.ca) was
established in 2008 with support from the Ontario Ministry of Health and Long-Term
Care, Princess Margaret Hospital, University Health Network, and Cancer Care Ontario.
de Souza is focused on improving care for cancer patients by providing online education,
training, and mentoring opportunities for nurses specializing in cancer care. Nurses play
an increasingly important role in every area of cancer care including prevention,
treatment, and palliative care, and there is growing demand for nurses with specialized
training in these areas. de Souza’s mission is ―to inspire and empower Ontario nurses
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through education and mentorship to provide the best cancer care‖. In support of this
mission, de Souza provides educational opportunities, professional development, and
career counseling services at no cost to Ontario nurses working in cancer care and is
currently working on initiatives to expand to additional Canadian provinces, South
America, and the Middle East. de Souza is utilizing innovative distance education
technologies to support e-learning and has grown from 150 e-learners in 2008 to over
2,300 in 2011 (Brudnoy, Crawford, Gifford, & Graham, 2011). Figure 7 provides an
overview of the different learning modalities offered by the de Souza Institute.

Figure 7. de Souza Institute Learning Modalities (Burdnoy et al. 2011)

e-Learning. Realizing that practicing nurses may not have available time and
funding to travel great distances for continuing education, the de Souza Institute is
focused on using innovative approaches to reach nurses wherever they practice.
Therefore, information technology has become an integral component enabling de Souza
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to extend its reach across Ontario and soon to other Canadian provinces and countries
throughout the world. To help achieve this goal, de Souza has developed a web-based
education platform to deliver specialized training and certification programs to oncology
nurses wherever they have access to the Internet including online courses developed by
experts, workshops, study groups, and interactive forums where students can interact and
work collaboratively.
The deSouza team has developed a ―sustainable, scalable, and adaptable
information technology infrastructure‖ (Brudnoy et al., 2011, p. 5) to support their elearning initiatives. One of the key course offerings is the Patient Navigation course that
consists of seven modules designed to address core competencies needed to support
oncology patients throughout their cancer journey. In their study evaluating user
perceptions of the effectiveness of the Patient Navigation course, Burdnoy et al. (2011)
found that the course enabled nurses to re-evaluate their current practices, improve their
ability to communicate with patients, increase their skill at conducting patient
assessments, and improve their overall ability to help patients navigate the cancer care
system.
e-Mentorship. The e-Mentorship Program provides support for nurses by
matching them with experienced nursing mentors who serve as role models and provide
encouragement, advice, and career guidance for nurses specializing in cancer care.
Utilizing information technologies, e-Mentorship allows for better matching of nurses
and mentors who may not live in close proximity to one another by utilizing information
technologies like email, Skype™, online discussions, and video conferencing.
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de Souza Designation. Specialized certification is an important indicator that a
nurse is qualified and competent in the area of certification, and has been shown to
improve both job satisfaction and patient satisfaction (Rashleigh, Cordon, & Wong,
2011). The de Souza Institute launched a province-wide study group in 2008 to support
nurses who were preparing for the oncology nursing exam resulting in a 94% success rate
for nurses that participated (Rashleigh et al., 2011). Learning from their experience in
training nurses for this certification, and in support of its efforts to be a leader in
oncology nursing, the de Souza Institute developed the de Sousa designation. The de
Souza designation is awarded to nurses who complete a program of educational and
clinical requirements in oncology nursing. The de Souza designation provides several
benefits including an official, provincially recognized designation certifying advanced
knowledge and skills in treatment and care for oncology patients.
There are four levels of de Souza designation including de Souza Nurse Associate,
de Souza Nurse, de Souza APN, and de Souza Nurse Scholar. The de Souza Nurse
Associate is for nurses that do not specialize in oncology, but encounter patients living
with cancer in their practice, and, therefore, can benefit from additional oncology training.
The de Souza Nurse is the primary de Souza designation and is for nurses specializing in
oncology, hospice palliative care, or pediatric oncology. The de Souza APN is for nurse
practitioners, clinical nurse specialists, and educators who typically hold a Master’s
degree in and are certified in oncology. The de Souza Nurse Scholar is for nurses pursing
a Ph.D. in oncology, hospice palliative care, or a related field and are typically nursing
executives, professors, or scientists.
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In addition to providing a professionally recognized designation for nurses
specializing in oncology care, the de Souza designation has enabled the de Souza Institute
to begin to develop and promote the de Souza brand. de Souza is making progress
toward making the de Souza designation a widely recognized standard for nurses
specializing in oncology care. Hospitals and clinics have begun to consider the de Souza
designation in hiring decisions, which increases the perceived value of the designation
and increases overall awareness of the de Souza Institute. This increased attention has
potential to attract more users, partners, and funding sources to the network.
Process of Data Collection
Based on our conceptual framework a draft interview protocol was developed to
guide our data collection. The protocol questions were extensively informed by the ANT
concepts of problematization, interessement, and mobilization. The interview protocol in
Appendix 1 illustrates how the interview questions map to these ANT concepts. The
protocol went through several cycles of review and revision by the research team. After
several iterations the protocol was submitted to the University of Memphis Institutional
Review Board and received board approval (see appendices 1 and 2) for the study of
human subjects. Table 7 provides an overview of the interview data collection.
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Table 7
Interview Data Collection
Research Site Participant Position
Method
Cure4Kids
Director (interview 1)
In-person (unstructured)
Director (interview 2)
In-person (semi-structured)
IOP Director
In-person (semi-structured)
Clinical Trials Director (IOP) In-person (semi-structured)
Senior Software Architect In-person (semi-structured)
Manager, International
In-person (semi-structured)
Informatics
de Souza

RAFT

Date
03/02/2011
07/06/2011
07/14/2011
07/14/2011
07/06/2011
07/06/2011

Director
Telephone (semi-structured)
Associate Director
Telephone (semi-structured)
Manager, Technology
Skype (semi-structured)
Development and Operations
Manager, Curriculum and
Skype (semi-structured)
Program Evaluation

06/13/2011
06/08/2011
05/13/2011

Director (interview 1)
Director (interview 2)
Coordinator
Fellow, Medical Informatics
Focal Point (1)
Focal Point (2)
Focal Point (3)
Focal Point (4)
Focal Point (5)

04/18/2011
04/27/2011
Various
06/30/2011
05/17/2011
05/17/2011
05/18/2011
05/20/2011
05/21/2011

Skype (unstructured)
Skype (semi-structured)
Email (semi-structured)
Skype, Email (semi-structured)
Open-ended survey
Open-ended survey
Open-ended survey
Open-ended survey
Open-ended survey

05/13/2011

Cure4Kids. Initial data collection began with collecting publically available
information concerning the first research site we identified as an appropriate site to study
our research questions. This research site was the Cure4Kids program at St. Jude
Children’s Research Hospital. Initially, we collected web-based information and publicly
available organizational documents and articles. The Cure4Kids platform is not open to
the general public, but is open to healthcare providers and researchers with an interest in
pediatric cancer and other pediatric diseases.
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As researchers, we were granted access to the Cure4Kids platform where we were
able to explore, interact with, and learn about the many different applications which are
provided to support education and collaboration activities. We were able to ―experience‖
the Cure4Kids platform and develop an in-depth understanding of how the platform is
used. Following our initial email contacts with the director of the Cure4Kids program, he
provided us with additional organizational documents and articles concerning the
Cure4Kids program, its history, and ongoing operations. After analyzing this initial data,
we determined that Cure4Kids was an excellent research site for this project.
We requested an initial meeting with the director of Cure4Kids to discuss the
project and gauge their interest in participating in the research. While this initial meeting
was not audio recorded, extensive field notes were taken during the meeting. Being a
research hospital, St. Jude is normally open to collaborative research and we found this to
be the case. We explained our vision of the research to the director and he was excited
about the opportunity to participate. It was during this initial meeting that our research
process began to evolve. We saw Cure4Kids as a very unique platform developed by a
very unique organization (St. Jude) and initially our intent was to study this platform
independently. While the Cure4Kids director was open to this approach, he suggested
that we may want to examine additional platforms whose missions are similar, but not
exactly the same as Cure4Kids in an effort to gain a more holistic understanding of these
types of organizations and their use of information technologies.
Given his extensive personal network and experience in this area he was able to
identify several organizations that might be of interest to our project. In a follow-up
email he provided website addresses and contacts at four organizations that have a similar
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mission to Cure4Kids in that they seek to create social value in a healthcare context. We
collected and thoroughly examined publicly available information about each site and
determined that while all sites were interesting, only two sites made extensive use of
information technology to enable the creation of social value that is the focus of this
research. These sites were the RAFT network and the de Souza Institute. The director of
Cure4Kids knew the directors of both RAFT and de Souza personally and agreed to
introduce the research team to them via email. We formulated an email describing the
research and it was forwarded to the directors of RAFT and the de Souza Institute by the
director of Cure4Kids. After some email correspondence, both agreed to participate in
the research.
All interviews with the Cure4Kids management team were in-person interviews
and took place on the campus of St. Jude Children’s Research Hospital in Memphis, TN,
USA.
de Souza Institute. The director of the de Souza Institute identified five senior
managers (including the director) and provided access for interviews. Although the
senior managers at the de Souza Institute are originally from several different countries,
all spoke fluent English so there was little difficulty in communication. The interviews
were conducted using the formal protocol for initial questions and follow-up questions
were used to probe into new or interesting areas that emerged during the interview
process. All the managers were located in Toronto, Canada and the interviews were
conducted utilizing Skype™ to Skype™ and Skype™ to landline for real-time
communication. All interviews were recorded and transcribed. After the interviews,
some of the de Souza Institute managers provided additional documents that included
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more detailed information about the de Souza Institute and some of the new technologies
and methods they are currently evaluating.
RAFT. The RAFT management team consists of three senior managers who
oversee RAFT operations. RAFT is based in Geneva, Switzerland and two of the senior
managers operate primarily in Geneva while the third is located in Bamako, Mali. All of
the RAFT senior managers are native French speakers, but all also speak English to some
extent. Our first interview was conducted via Skype™ with the director of RAFT who is
located in Geneva and fluent in English so we experienced no major difficulties. The
director was very helpful and provided additional research papers concerning RAFT.
Interviewing the manager located in Bamako, Mali was somewhat more
problematic. We attempted to contact this manager on several occasions via Skype™
and while we were able to make a connection and communicate via text messaging built
into the Skype™ application, no audio was transmitted. We made several attempts to
make a connection during times of lower Internet usage in Mali (5 a.m. CST), but these
attempts also failed. Follow-up email conversations revealed that the
telecommunications infrastructure in Mali and many other African counties is very
unstable and unpredictable.

This continues to be one of the major challenges facing the

RAFT network. We experienced the frustration of this poor infrastructure first hand in
our many attempts at a real-time audio interview. Subsequently, we learned that the
managers in Geneva communicate with the manager in Mali primarily via text based
methods. We proceeded by interviewing the manger in Mali via an email exchange
taking place over several weeks.
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The third RAFT manager is based in Geneva and while he understands and speaks
some English, he was more comfortable being interviewed in French. Therefore, we
enlisted the services of a native French speaking late-stage Ph.D. candidate to serve as an
interpreter for the interview. This student is trained in various research methods and
therefore was better able to understand the interview process and how to rephrase the
questions and answers. A member of the research team and the interpreter met in the
same location and conducted the interview via Skype™ with the RAFT manager in
Geneva. We found this process to be challenging, but at the same time very interesting.
The audio interviews were recorded and transcribed. In addition to the interpretation
provided by the interpreter, the segments of the audio interview that were in French were
translated and transcribed verbatim by a native French speaking graduate student.
Additionally, one of the RAFT managers agreed to send the RAFT focal points in
Africa a link to a short open-ended survey. The focal points are the primary contacts /
local coordinators in each country where RAFT has a presence. We constructed an
online survey in French and English that was based on our research protocol and sent the
link to the RAFT manager who then forwarded it to the RAFT focal points in Africa. We
received completed responses from five African countries including Cote D’Ivoire,
Madagascar, Mali, Niger, and Senegal. All responses were in French so they were
translated into English and integrated into the data analysis.
Overall, we interviewed seventeen participants via multiple methods including
face-to-face, Skype™ (video & audio), survey, and email. Interviews included
substantially all of the senior management teams at Cure4Kids, de Souza, and RAFT.
We found that all of the participants added valuable insights and were very interested in
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helping with the research process. Many of the participants held Ph.D.’s or M.D.’s (some
both) and virtually all participants were involved in research to some extent. We
concluded that this understanding of the research process on the part of the participants
likely had an impact on their willingness work with us and provide useful data.
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Chapter 5
Data Analysis
In our data analysis we followed established techniques for analyzing qualitative
data by utilizing an iterative approach and going back and forth between the data and the
emerging theoretical framework (Corley & Gioia, 2004; Miles & Huberman, 1994; Pratt
et al., 2006; Strauss & Corbin, 1990).
First, we utilized an open-coding technique to identify statements regarding our
informants’ view of the world (Pratt et al., 2006). During this process, transcript data
was thoroughly analyzed and key words or ideas from each statement were identified by
the researcher analyzing the data. This process resulted in the identification of over 1,300
words and phrases which began to paint a picture of the key concepts that were emerging
from the data.
To provide an additional view of the emerging concepts we constructed word
clouds based on the words we used to describe and categorize each statement. Figure 8
displays a consolidated word cloud based on descriptive statements from all three
research sites. It’s critical to note that the word cloud gives a visual representation of the
frequency of the key words used by the researcher based on his/her interpretation of the
data and is useful for getting a high level view of potential categories. Additional coding
iterations are required to thoroughly examine the data and create the final theoretical
categories. In addition to the consolidated word cloud, word clouds were created for each
individual research site. These will be discussed later in this chapter.
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Figure 8. Consolidated Word Cloud

The data were then revisited to begin to assign each statement to provisional
categories based on the content of the statement. These categories were not predefined,
but were allowed to emerge from the data. We acknowledge that this process is
subjective and is an interpretation influenced by the inherent biases of the researcher
analyzing the data. This process resulted in hundreds of informant statements that
corresponded with dozens of provisional categories. During this process, the informant
statements were analyzed and initial attempts were made to fit the statements into the
provisional categories. Some statements fit very well in the provisional categories while
others did not. In some instances new provisional categories were created and others
were removed.
Next, we moved from open coding to axial coding in an effort to identify
relationships between the provisional categories (Strauss & Corbin, 1998). As
relationships were identified and analyzed, provisional categories were consolidated as
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the categories became more theoretical and more abstract (Pratt et al., 2006) and through
this process higher-order themes began to emerge (Corley & Gioia, 2004). For example,
statements describing how individuals are working together to solve problems were
captured in the theoretical category we identified as ―collaboration‖. Throughout this
process the data were often revisited to verify that the emerging theoretical categories
accurately captured the concepts revealed in the informant’s statements.
Next, our analysis moved to selective coding where the relationships between
theoretical categories were further analyzed in an effort to understand how the categories
fit together into overarching theoretical dimensions that provide a coherent picture
describing our data (Pratt et al., 2006). For example, the theoretical category of
―collaboration‖ mentioned previously was grouped with four additional categories
―sharing‖, ―education‖, ―information management‖, and ―free access‖ which together
make up the aggregate theoretical dimension ―knowledge transfer‖.
Several iterations of this process produced alternative frameworks that were then
combined to form the final framework that best explains construction, sustainability, and
user participation in the context of ITSANs Figure 9 provides a graphical view of the
eight theoretical dimensions identified through the selective coding process.
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Figure 9. Aggregate Theoretical Dimensions

In the next section we provide an in-depth description of each of the eight theoretical
dimensions and their relationship with ITSAN construction, sustainability and user
participation.
Findings
Our data analysis revealed eight aggregate dimensions that are comprised of thirty
four categories. Each of these dimensions emerged from our data as critical to building
and sustaining an effective ITSAN. This section will provide an in-depth discussion of
each dimension, its underlying categories, and their impact on ITSAN construction,
sustainability and user participation.

Included in the discussion are direct quotations

from participants that provide additional understanding of the concepts presented.
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Network building. We define network building in the ITSAN context as the
development and maintenance of interconnections between individuals and entities that
provides a conduit for communication and aggregation of resources in an effort to
achieve a common goal. This is closely associated with the concept of interessement or
the negotiation with potential network actors to accept their role in the actor network.
Our data analysis revealed six underlying concepts that facilitate network building in the
context of ITSANs. Network building involves convincing others of the value of joining
with the network, identifying and building relationships with potential partners, providing
a means to overcome distance and connect network members, developing leadership with
local knowledge and influence, and building cohesive teams of individuals with diverse
backgrounds, knowledge, and skills. Figure 10 provides an overview of the data structure
that emerged from our data analysis process resulting in the aggregate theoretical
dimension ―network building‖.
Convincing others. The first concept is the ability of the network builder to
―convince others‖ that devoting resources to the ITSAN will lead to benefits desired by
network participants. This is often challenging because potential participants are
comfortable with the ―status quo‖ or are skeptical that devoting their resources to the
ITSAN will lead to the outcomes they desire. This can especially be an issue when the
potential participants are highly invested in the methods or techniques currently in use.
Convincing them of the value of new methods and new knowledge generated by the
ITSAN is critical to ITSAN construction and sustainability.
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Figure 10. Data Structure (Network Building)
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As one ITSAN senior manager put it:
I hope we don’t have to prove this over the bodies of children with cancer
every single time, but sadly, unless you can prove it and convince people,
they’re doomed to repeat this story over and over. And there is some kind
of inherent belief that more treatment leads to a better cure rate and
…everybody has a belief that my own center is better than it probably is
(Cure4Kids senior manager).
The ITSAN provides a conduit for aggregating information concerning best
practices and outcomes. The network builder can use this information in an effort to
convince participants that their outcomes can improve if they are willing to join with the
network and leverage this knowledge. This can be especially effective if the network
builder can provide examples from what the potential participant would consider a peer
group or institution. For example, when physicians in one Central American country
were holding on to old ways of thinking that were leading to substandard outcomes; their
outcomes were compared with another Central American country in an effort to convince
them they needed to change their methods.
The only way they could convince their orthopedic surgeons to change
their practice was to show them the information from Nicaragua, and say
look, their patients have no leg, but they’re alive. Our patients have a
beautiful prosthesis in their casket with them. So we need to change our
strategy…(Cure4Kids senior manager)
As ITSANs seek to expand their reach globally, it becomes critically important to
have local support in the target regions or countries. This helps to overcome
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predispositions or biases some may have concerning initiatives that originate outside of
that area of the world. When locally known people with sufficient influence in the
community are willing to support joining with the network it is much easier to gain the
necessary critical mass of support to facilitate network construction in that area.
We must convince them of the effectiveness of the project and we need
people with experience in solving problems to do so. Until the discourse
comes from Africa, people won’t believe it. We need to make this…fully
validated by local important people. They need to demonstrate that the
project is necessary and show that problems can be solved by serious
research. (RAFT senior manager)
Overcoming distance / making connections. The second underlying concept is
the ability of the network to overcome distance and to make and sustain connections
between network participants. ITSANs are leveraging advances in information and
communication technologies to increase their reach on a regional or even a global scale.
As many underdeveloped areas of the world begin to develop the basic infrastructure
necessary for Internet connectivity, ITSANs are at the forefront of using these
connections to help those who are in need. In some areas, ITSANs have even been
instrumental in bringing Internet connectivity and basic IT infrastructure to communities
where it did not exist.
So that was the idea back in the year 2000 which was somewhat
challenging because the Internet [was unstable]. So basically that is how
we started, we started by connecting the hospitals in Bamako and then we
started connecting other hospitals in the regional capital and then we
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decided to establish a site in remote areas and experiment with the right
tools that we could be providing to isolated healthcare professionals using
satellite connectivity and based on those lessons learned we then
expanded the network…to other countries (RAFT senior manager).
Basically, the main challenge is distance and really if you think of
Mali…if you are 500 or 800 or 1000 kilometers away from the capital it
will take you a day, day and a half to get there whether you are patient or
a physician….so if you want to have good quality training you will have to
go the capital because that were the experts are….if you are patient and
you want advice that is more than what your local usually non-specialized
physicians can give then you will have to go to the capital, and that is a
big distance. So, really I think what those technologies bring you is the
ability overcome distance (RAFT senior manager).
In more developed areas of the world the problem of overcoming distance is still a
major issue. It is very difficult for healthcare professionals who often work in extremely
demanding and time intensive jobs to travel great distances for specialized training.
ITSANs provide opportunities for distance education and the ability to connect with and
learn from others who are working in similar areas and facing similar challenges.
And I have to say, you know, the uptake of the e-learning has been great,
simply because of some of the challenges that I’ve mentioned, that nurses
are not able to come down, right, because of expenses, because of even
taking time off, whereas this way they are able to engage in learning at
any time, any place…(de Souza senior manager).
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We had a large [number] of nurses who came on board, you know,
learned to use the technology, learned using Twitter and Facebook and
those kind of social media aspects, and how those can apply in enhancing
their learning, connecting with others, like minded resources (de Souza
senior manager).
Forming partnerships. The third concept underlying network building is the
forming of partnerships. These partnerships connect groups or organizations that have
the same or similar goals or interests and often provide interconnection points between
different networks. In this way, previously isolated networks can be joined together to
form much larger networks with greater resources, and therefore, increasing the
network’s ability to positively impact the targeted social condition. This concept is
critical to network construction and sustainability. ITSAN senior managers at different
organizations illustrated this point.
The first thing is the willingness of all the partners involved, this is the
first thing…it’s very important to partner with key organizations in order
to move it forward (RAFT senior manager).
So, we’ve been very, very successful with partnerships with different
institutions or different organizations in collaborating and developing
courses and that kind of thing. So it’s very much about partnership
(Cure4Kids senior manager).
While occasionally these partnerships may be formed with what would be
considered ―peer‖ institutions; in the context of ITSANs, more often they are partnerships
with groups or organizations with substantially fewer resources than the network builder.
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When engaging with these types of partners it is critical to take care in developing the
relationship in such a way that the partner does not feel powerless, but rather feels like an
important part of the ITSAN. One ITSAN describes this process as ―twinning‖ where a
concerted effort is made to share ideas and information flows bi-directionally and the
larger partner does not attempt to dominate the relationship, but rather empowers the
partner to take a leadership role in developing solutions for specific issues.
And then from there on, we see what’s needed and work from there…an
important part of what we do, we twin. By twinning, we mean we partner
with them, so we don’t go tell them this is the way you should do it. We
work with them to give them ideas, [and] suggestions. We empower them
to take leadership and ownership…(Cure4Kids senior manager).
Developing local leadership. The fourth concept underlying network
building is developing leadership with local knowledge and influence. One of the
most critical aspects affecting ITSAN construction and sustainability that
emerged from our data was the need for local leadership to champion and
shepherd the process of connecting with and participating in in the ITSAN. One
Cure4Kids senior manager summed it up in this way: ―…you can have the right
technology, but without good leaders the program won’t succeed.‖ The local
leadership needs to be recognized and respected in the local community and
perceived as having legitimacy either by position or by demonstrating expertise in
the area. In the ITSAN context, typically this is a medical professional (physician
or administrator), a government official (member of the ministry of health) or a
university professor with domain expertise.

78

I think that is one of the key success factors is to have a local team that
really is in charge of the project…basically, in each of the countries we
have a team of at least three coordinators in the countries… what we want
is to have someone who can actually be the official coordinator for the
country and for this we need to have someone who has legitimacy and is
recognized as a leader in medicine and has good contacts both with the
ministry of health and the ministry of higher education. [This] is someone
who can be influential in terms of connections with the political system
and this serves two purposes, one is to make sure that the project is known
and used, but also to make sure that what we are doing is aligned with the
needs of each of the countries (RAFT senior manager).
While ITSANs sometimes rely on local leadership who may have other roles and
responsibilities competing for their time, there is an emphasis on leaders who are devoted
full time to the mission of the ITSAN. Finding these committed and passionate leaders
and engaging them with the ITSAN is critical to construction and sustainability. These
local leaders are sometimes called ―focal points‖ which recognizes their importance in
directing and connecting the resources of the ITSAN to those who are treating patients or
helping those in need.
…So the role of what we call the focal point is critical from this
perspective and the idea is that any activity that we do in that country will
go through the focal point and focal point should have ownership of what
is going on there (RAFT senior manager).
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…typically every successful site has a dedicated leader at that site who is
dedicated full time, and that’s the key word, full time… to...develop that
program. So that it’s not an extra thing they’re doing. That’s their
mission and their life, to build that clinic and so…we only partner with
sites where they’re gonna make concerted effort and have a dedicated
medical leader and other staff…(Cure4Kids senior manager).
…a dedicated leader with the right passion, and having the kind of social
good mission and mind as the goal. Everything else, we look at on a case
by case basis, but that’s one essential core requirement (Cure4Kids senior
manager).
Team building. The fifth concept underlying network building is constructing
effective teams of individuals with diverse backgrounds, knowledge and abilities. As one
ITSAN senior manager put it, ―The critical path is really nurturing the team and making
sure that their goals are in alignment with the overall goal of the network…‖ In addition,
we found substantial diversity to be the norm in the teams that manage ITSANs. Often
these individuals come from different countries and have considerably different
backgrounds. In addition to the management teams, ITSANs that operate internationally
or globally must develop teams of local leaders as was discussed previously. Managing
this diversity can be a challenge to ITSAN construction and sustainability.
Well, there’s always a team building process. We have an IT team. We
have research and evaluation. We have nurse educators. We all come
from different backgrounds with different training and have different
habits, let’s put it that way. And there’s a team building process. We’re
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still working on it. I think what’s important for us in a good way is it’s a
relatively small team, so the team building, it’s still a process that we have
to go through…(de Souza senior manager).
…there [are] a lot of different cultures, people are, you know, working in
different ways and they also bring value to the team, and that has been an
asset that everyone of us is learning in a lot of ways, learning from each
other (de Souza senior manager).
Another aspect of team building is training and empowering individuals so that
they can be productive members of the team. In addition, a train- the-trainer approach
provides a foundation for sustainable growth and the local development of team members.
So this is part of the sustainability, the idea…that we would like to train
the…key, or super users, as I like to call them, these very regular,
committed, very competent users who can then be regional trainers,
because we can’t sustain adequate training [and] continued growth
[without them] (Cure4Kids senior manager).
Community Building
We define community building in the ITSAN context as the establishment and
nurturing of personal relationships that facilitate a sense of belonging and membership in
a community working together to achieve a common goal. Our data analysis revealed
four primary concepts that are important to community building in the ITSAN context.
Community building involves the development of a sense of unity or togetherness in
pursuit of a common goal, nurturing social relationships among network participants, the
exchange of encouragement and support, and providing opportunities for mentoring and
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obtaining advice. Figure 11 provides an overview of the data structure that emerged from
our data analysis process resulting in the aggregate theoretical dimension ―community
building‖.
Common goal. The first concept identified as important to community building
in the ITSAN context is the focus on a common goal. The common goal or mission is
one of the major forces attracting new participants and keeping them engaged with the
network. In the ITSAN context the common goal is typically a desire to positively
impact social conditions and to help those who are in need. It is critical to ITSAN
construction, sustainability, and user participation and acts as the glue that holds the
community and, therefore, the ITSAN together.
…there’s a personal worth to see kids survive. You know, in some of these
cases where success rates were negligible… it’s very encouraging to see
more and more kids each year surviving and I think that’s a common, a
common goal or inspiration to most people that are involved in this
(Cure4Kids senior manager).
This intense focus on the ultimate goal helps to overcome obstacles that might
normally cause fractures or divisions within the network. When the common goal is well
defined by the ITSAN (saving children with cancer for example) the members of the
network are normally willing to put aside small differences and personal interests in
pursuit of the larger goal.
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Figure 11. Data Structure (Community Building)
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But you know, if people tell us what their concerns are, collaborative
people can usually find solutions to issues. So I often call our network the
coalition of the willing, those who are willing to collaborate and surmount
whatever issues there are to resolve. But the core mission of our program
is to help improve the lives of children. We’re not out there fundraising
out of this. It’s purely to extend the mission of St. Jude to improve the
survival rates of children worldwide, and most people see that and
understand it and get it and connect with the network (Cure4Kids senior
manager).
Social relationships. The second concept critical to community building is the
development and nurturing of social relationships among network participants. These
social relationships foster a sense of community and belonging that facilitates user
participation and engagement. As one local leader noted, the ITSAN enabled the
development of ―relationships, friendship and sharing of concerns and interests for the
profession.‖ The ITSAN also provides a gathering place for individuals with common
interests who can utilize the ITSAN not only for education and collaboration, but also for
meeting people and other social opportunities.
…the other thing is what we have realized is that physicians like to be
together for those courses. They tend to not follow the courses on a single
machine in their office, but to go to the meeting room where they have
their usual conferences and that’s where they meet their peers and the
follow the course and they discuss other business. I think the social aspect
is quite important…(RAFT senior manager).
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This sense of community is very important to the sustainability of the network as
members become personally invested in the community and groups within the overall
community. These interpersonal relationships strengthen the ties with the community,
and, therefore, the ties with the ITSAN.
What, I think, keeps them is the community and the friendships and the
collaboration with people. Not everybody knows somebody on Cure4Kids,
but once they join, they begin to connect with other people. And most of
them get referred by somebody else. So I think people view it both, you
know, they come initially for education, and they continue to use the
educational resources, but the heaviest users are the ones who become
tied into one or more groups…(Cure4Kids senior manager).
Encouragement and support. The third concept identified as important
to community building is the exchange of encouragement and support among
ITSAN members. The ITSAN facilitates this by providing on-line meeting spaces
and real-time communication so that users can provide support and
encouragement to one another. This support and encouragement appears to be
very important in the ITSAN context presented in this study as most users are
working in areas (cancer treatment, remote rural healthcare) that can be
challenging, frustrating, and discouraging.
Absolutely, and you know the first part of the meeting is often
people reconnecting with their friendships, you know, and
encouraging each other, and so somebody will be frustrated about
lack of medicines…and people will provide encouraging words.
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It’s quite uplifting, and we definitely see it (Cure4Kids senior
manager).
Some ITSAN users are in remote, poor, and underdeveloped areas of the world
where they may feel isolated from colleagues. The ITSAN gives them a way to connect
with colleagues who may be facing the same challenges they are facing. These
connections can provide support and encouragement without which some may consider
giving up or moving into a different profession or specialty.
I think there’s also an intangible benefit, which, you know, I don’t
think is reported often is that many of these people are working in
isolated areas, unlike here at St. Jude, where you have hundreds of
colleagues. They may have only 1 or 2 colleagues or no
colleagues if they’re starting a clinic. And so for them to be able
to connect with people in their region helps them get more
encouragement, helps them, not only ask questions of St. Jude, but
colleagues in their region who may have had started a program in
the early stages as well. So it builds this kind of a fraternity or a
synergy among colleagues and helps with morale, and I think that
is very, very key. So it’s not just technical help, it’s not just
adaptation, but it’s also encouragement and support and building
communities (Cure4Kids senior manager).
Another aspect of encouragement and support could be described as
accountability or positive peer pressure. As personal relationships and a sense of
community are developed, users can begin to feel like they are accountable to the
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community and, therefore, must do a good job or they might disappoint the group. This
type of peer pressure can even lead to better outcomes for those in need.
One would be an online meeting in a community that you feel part
of and that’s holding you accountable. You said you would present
this patient on Friday, where’s the PowerPoint? Where’s the
summary of the patient? [It’s] what makes you stay on Thursday
reviewing the case and also really thinking about this patient, why
did they die, why did they relapse, or why did they do well, and
what do I have to say to my colleagues tomorrow about this. This
self-analysis, I think also improves the ability to care for future
patients, and even that very patient … so this idea of presenting to
your colleagues is extremely powerful (Cure4Kids senior
manager).
Mentoring. The forth concept that emerged as being important to community
building is mentoring. We define mentoring in the ITSAN context as the exchange of
knowledge, expertise, and advice, typically flowing from those with more experience in
the topic domain to those with less experience. Examples include career path guidance,
expert medical opinions, the exchange of best practices, and advice concerning team or
local network building. Engaging those who are willing to share their expertise and
mentor others is critical to ITSAN sustainability. As one ITSAN senior manager
explained:
...the only thing left now is how to multiply the number of leaders who are
willing to organize and attend and mentor people in these
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groups…providing the local healthcare providers with mentoring and
medical opinions on what they would see as potentially the best curative
form of treatment for that child, this has been greatly facilitated by our
live web meetings (Cure4Kids senior manager).
The exchanging of advice is another important aspect of community building.
The ITSAN provides a conduit for connecting those seeking help or information to those
who are experts in the field. In the all of the ITSANs examined in this study, this advice
is provided free of charge, often by the world’s leading experts in the area of interest.
One of the challenges faced by ITSANs is ―getting the word out‖ or making sure that
those with interest in the ITSAN’s target area are aware of the resources available.
…if somebody sitting there in Peru wants advice, just never has happened
to join any of the existing networks, then that’s the phase four I’ll say, is
making sure that everybody at least knows this is available, every Friday
we’re discussing leukemia in Spanish, just come there, bring your patients,
e-mail your PowerPoint the night before. And…you can have access to
the world’s experts, and even better, you can see how the world’s experts
are being developed in poor countries (Cure4Kids senior manager).
Knowledge Transfer
In the ITSAN context, knowledge transfer is defined as the ability of the ITSAN
to extract, organize, store, maintain, and disseminate domain specific knowledge; thereby
positively impacting the common goal of the ITSAN members. Our data analysis
revealed five underlying concepts that facilitate knowledge transfer in the context of
ITSANs. Knowledge transfer involves a willingness and commitment to sharing, a desire
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and means to collaborate with others, the provision of education and learning
opportunities, access to timely and pertinent information, and free and easy access to
ITSAN resources. Figure 12 provides an overview of the data structure that emerged
from our data analysis process resulting in the aggregate theoretical dimension
―knowledge transfer‖.
Sharing. The first concept that emerged as important to knowledge transfer is the
willingness and commitment to sharing. A common phrase concerning knowledge is that
―knowledge is power‖ and at times individuals may hoard knowledge as a way to get
ahead personally or protect themselves. For the most part, the opposite is true in the
context of ITSANs. The ITSAN is almost completely reliant on the willingness of its
members to freely share, and this willingness and commitment to sharing is critical to
ITSAN construction and sustainability.
…we shouldn’t box the knowledge into one particular area. We should
share as much as we can (Cure4Kids senior manager).
And we have that knowledge, and we share that. And our partners have
that knowledge, and they freely share that as well with other countries…
So they’re sharing not only data, but they’re sharing knowledge of how
to implement protocols, and so they work together to come up with a
common protocol that’s used in more than one clinic in more than one
country (Cure4Kids senior manager).
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Figure 12. Data Structure (Knowledge Transfer)
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The ITSAN utilizes advances in information and communication technologies to
facilitate knowledge sharing without regard to distance while at the same time making it
easy to connect and share with others working toward the same goal. Even from some
the poorest and most remote areas of the world, users can share information with leading
experts in the field.
So this whole sharing of experiences, of knowledge and technology, this is
the next conduit of Cure4Kids. So nowhere else in the world, can you go
to a website and you have one of the leading experts in childhood
leukemia providing a seminar on the experiences of St. Jude and the
modality of our treatment …sometimes I have to talk about it to see how
amazing this is because… you can be in a country such as, let’s say
Namibia, in sub-Saharan Africa, that doesn’t even have oxygen in the
hospitals, yet they have access to one of the predominant leaders in
childhood leukemia…(Cure4Kids senior manager).
Collaboration. The second concept that emerged as important to knowledge
transfer is the desire and means to collaborate with others. Collaboration in the ITSAN
context is the willingness to work together and combine resources in an effort to create
synergies and increase the impact of the ITSAN beyond what one individual, group, or
organization can achieve alone. Utilizing information and communication technologies,
the ITSAN facilitates collaboration by providing the necessary communication channels
and coordination tools that enhance collaborative activities.
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…the more you use technology, the more you get to cooperate with other
people, which creates a collaboration network from which everyone can
benefit. The goal is to provide solutions, to solve medical issues through
telemedicine, another advantage is that it also allows [the development] of
collaboration networks (Cure4Kids senior manager).
ITSANs often provide real-time collaboration opportunities that can have a direct
and immediate impact.
You know, we usually have 4 to 5 live internet meetings with our partners
around the world every day, that includes Saturday and Sunday. Ok, so
someone from St. Jude, an expert, is regularly meeting with someone else
from around the world and following a child. So that alone has saved
many children because through our experience, we were able to assess…
potential problems with the child… so, it’s really dynamic how our experts
work with the local staff (Cure4Kids senior manager).
There can be challenges to ITSAN collaboration. It is important to develop trust
and an understanding among partners and users that working together is the most
effective means of achieving the common goal and that all partners are committed to the
best interest of those who are in need. This concept is critical to ITSAN construction and
sustainability.
…making sure we’re working alongside of them, or with them, supporting
them, so a critical path is not to be competitive but collaborative with
partners and stakeholders (Cure4Kids senior manager).
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Education. The third concept that emerged as important to knowledge transfer is
the provision of education and learning opportunities. It is through educational programs
that many ITSANs seek to transfer their collective knowledge to those who are in the best
position to positively affect the need being targeted. Each of our research sites in this
study provide educational and learning opportunities to health professionals on the front
lines of treating patients. Some of these health professionals are in large cities in
developed countries, while others are in extreme rural areas of Africa and South America.
Education is seen as the best conduit for empowering individuals to take an active role in
supporting the overall goal or mission of the ITSAN.
So the whole thing is a knowledge translation and learning center to
provide lifelong education and skill building… and our hope or vision is to
develop excellence in oncology care by empowering and inspiring nurses
through education…(de Souza senior manager).
The first benefit is knowledge. The system can give education to the
user…you can empower someone (RAFT senior manager).
…it is an educational opportunity for everyone to learn how to treat these
kids. So, you know, every time an expert from St. Jude goes online and
discusses a case with a colleague in another part of the world. That in
itself is an educational environment and opportunity (Cure4Kids senior
manager).
ITSANs often focus on improving the lives of those in remote, often
underdeveloped countries. Educational resources are extremely limited in these areas and
continuing education opportunities for highly trained care professional are virtually non-
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existent. This isolation from educational opportunities can make it more difficult to keep
highly trained professionals in rural or isolated areas. ITSANs address this by providing
web-based training and education opportunities and at times even install and support the
necessary IT infrastructure and Internet connectivity to support these activities.
I think that if you improve educational opportunities then you
make the job more interesting to care professionals and those care
professionals might be willing to stay longer in places that
otherwise they would be trying to leave as quickly as possible. I
think that was really the main idea, and I think is something we
have observed in many places. The fact that you are bringing
education and expertise remotely is actually making the
professional and probably the social life a bit more interesting in
places that people don’t want to go to (RAFT senior manager).
Information management. The fourth concept that emerged as important to
knowledge transfer is information management. In the context of this study, the ITSAN
facilitates knowledge transfer by providing access to information that empowers and
motivates individuals by making it easier for them to provide better patient care. The
aggregation and dissemination of timely, relevant information is critical to ITSAN
sustainability.
So then what tools could you give those people to motivate them and
encourage them and make their job easier? One would be access to
information (Cure4Kids senior manager).
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I mean it really provides the end user in the poor country with great
access to knowledge and tools to enhance the care they’re providing
(Cure4Kids senior manager).
…there’s the transfer of information once it’s known, and there’s the
creation of the information at the start. So, creating the information often
requires more than one center, and then disseminating the information
requires a close connection among centers so that if I learn something,
you learn it too for free (Cure4Kids senior manager).
The ITSAN must be able to collect, store and disseminate information in a way
that is easily accessible and easy to use. ITSANs have addressed this by utilizing webbased technologies and especially low-bandwidth technologies that allow accessibility
from areas of the world where access to high-speed Internet access is limited. This
information is often available in multiple languages to support users from different areas
of the world. The goal of the ITSAN is make this information easy to find and easy to
access by the greatest number of people.
…it’s a resource, it’s there, it’s easy, it’s real time, easy, you know, when I
say easy, easy to use. You usually find what you’re looking for in a short
amount of time…as far as the information content. You know, the
incentive there, number one, and it’s always been, is they want to provide
the best care for their kids...that’s the number one incentive. So, you know,
they don’t have the time, they don’t have the money. So they want to get to
the path of least resistance to find information and that typically becomes
Cure4Kids (Cure4Kids senior manager).
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Free Access. The fifth concept that emerged as important to knowledge transfer
is free access. ITSANs are humanitarian in nature and therefore many of those they seek
to help have relatively few resources. Likewise, many of the individuals that the ITSAN
seeks to attract to the network and empower with access to knowledge do not have
substantial financial resources. Therefore, for sustainable growth and to facilitate the
enrollment of a critical mass of users, it is important that access to ITSAN resources be
free of charge.
So all of this is provided by Cure4Kids, free of charge to any healthcare
setting around the world, rich or poor, so St. Jude, as part of our mission,
everything we learn, we share freely. So nothing is trademarked here. So,
you know, once we identify the evidence based medicine and it’s been
published in a peer-review environment, it’s shared around the world, free
of charge (Cure4Kids senior manager).
So it is free courses, and honestly, there isn’t anything like this out there
for nurses (de Souza senior manager).
Resource Management
In the ITSAN context, resource management is defined as the ability of the
ITSAN to effectively attract, assemble, manage, and utilize the resources necessary for
initial construction and ongoing operation of the ITSAN in the pursuit of its mission. Our
data analysis revealed three underlying concepts that facilitate effective resource
management in the context of ITSANs. Resource management involves utilizing
multiple funding models to financially support ITSAN operations, locating and retaining
people with needed skills and experience, and a focus on efficient use of resources.
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Figure 13 provides an overview of the data structure that emerged from our data analysis
process resulting in the aggregate theoretical dimension ―resource management‖.
Funding Models. The first concept that emerged as important to resource
management is utilization of multiple funding models to support initial construction and
ongoing operation of the ITSAN. As the case with each of the research sites in this study,
ITSANs are typically non-profit organizations or divisions within non-profit
organizations that rely on outside funding sources for financial resources.
Our data revealed that identification and stability of funding sources is one of the
most critical factors affecting ITSAN construction and sustainability. We also found that
each ITSAN in this study were operating under somewhat different funding models.
Cure4Kids is primarily funded as a part of St. Jude Children’s Research Hospital and
therefore has consistent, intuitionally supported funding.
...you need to have institutional commitment. So, Cure4Kids here at St.
Jude isn’t grant based. So grants are fantastic opportunities and tools,
but you know, there’s always the question of what’s the sustainability after
the grant finishes. So, Cure4Kids is an institutional resource of St. Jude
Children’s Research Hospital, and it’s part of the mission of St. Jude now.
So it has full institutional acceptance; that means that there are full-time
employees, that all they do is to work for the infrastructure for Cure4Kids.
There is a designated budget that supports Cure4Kids (Cure4Kids senior
manager).
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Figure 13. Data Structure (Resource Management)
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In contrast, the de Souza Institute is funded by a five-year government grant and
must constantly be aware of developing new funding sources as well as applying for
continued public funding. This creates a level of uncertainty and even anxiety that
consumes significant energy and resources.
Well… one of our issues, key issues, is sustainability right now because we
have funding for 5 years. So either we’re going to be [funded], or it’s
going to go down, you know, my goal is really…sustainability, so I’m
writing proposals and trying to develop partnerships and new
relationships. So one of the issues is continued funding and sustainability,
that’s a big one for us (de Souza senior manager).
We’re looking into sustainability… yes, [the] ministry may give us another
5 years of funding… what if there’s a change of government and
recessions and deficits and a risk of not receiving additional funding, how
we could we be self- sustained. That is one of the issues we’re looking
into (de Souza senior manager).
RAFT is primarily funded by the government of Switzerland, but their primary
support is not grant-based and they also receive support from private foundations and
other sources. In addition, they work with the local leaders (focal points) to develop local
sources of funding within the countries where they operate. Managing these different
funding models is crucial for expansion and sustainability of the RAFT network.
The fact that they are able to generate first, recognition, and now even
resources for this is also a big success factor… We have several focal
points who have been able to obtain grants to support their activities in
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the RAFT and actually develop new activities for the RAFT with support,
either expert support or financial support. I think it is something that
really helps stabilize the whole activity and [keeps it] growing (RAFT
senior manager).
People. ―So you know, it isn’t just science and medications, it’s people. And
that’s what makes Cure4Kids…people‖ (Cure4Kids senior manager). The second concept
that emerged as important to resource management is the ability to attract and retain
human resources with the needed skills, experience, and motivation to participate in the
construction on ongoing operations of the ITSAN. As mentioned previously, most
ITSANs are non-profits and normally have very limited budgets so it is critical that the
ITSAN attract the proper personnel for its management team as well as provide the
mechanisms for connecting with its users who add value to the network. Finding the
right personnel who are willing to make the commitment necessary to assist with ITSAN
construction is crucial especially in the early stages of ITSAN construction.
Usually the first year or two are very challenging because the key thing
you do is recruit people to work there. Qualified people and people who
want to be trained, so in the case of Haiti, we’re sending one, a doctor
from Haiti to go train in Central America…there happens to be enough
core people, committed people that want [to build] a cancer program in
Haiti. So, but usually…the most tangible results in the early [stages] is
the recruitment of core staff that want to work (Cure4Kids senior
manager).
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ITSANs focus on recruiting people with a solid belief in, and commitment to, the
overall goal or vision. In addition, there is a keen understanding of the importance of
each individual and the role he or she plays in the mission, no matter how trivial it may
seem. This is clearly evident when talking with the ITSAN personnel as everyone
believes in the mission and that they have an important role in helping achieve the goals
of the ITSAN.
Everyone from the Nobel Prize winning researcher to the facility
maintenance, and not to minimize at all what facility maintenance do, they
have a very important job here at St. Jude. We couldn’t do our work
before they do. Everyone lives and breathes [the mission]. And everyone
here at St. Jude, in this campus, everyone here has a role in our mission,
from the scientists to that person in facility management. Everyone’s
important here (Cure4Kids senior manager).
ITSANs work to enable and empower individuals who may have previously been
disenfranchised or overwhelmed by the size and scope of the social issue being addressed
and are no longer working to achieve their goals. The ITSAN provides interconnections
with others who share the same goal, and the tools and resources so these individuals can
be ―reactivated‖ and become productive members of the ITSAN.
…there’s a kind of person that you think doesn’t care, and it’s because
they have tried things and have never succeeded. And so, some of the
people where you think, this is just sort of a self-centered, focused person,
is sometimes a humanitarian who has just lost hope that he can do
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anything…so, I don’t rule anybody out because of their current situation,
some people can be reactivated (Cure4Kids manager).
Overall, there is an understanding that people are the most important resource of
the ITSAN and that even though the ITSAN may be utilizing advanced information
technologies, without the people necessary to make effective use of these technologies,
the technologies will not help a single person in need. The ITSAN provides easy access
to information and tools that enable the user to efficiently accomplish the work they are
trying to do.
So, I guess message number one is that people are more important than
the software…I would have to say that no matter how good the technology
is… if people don’t care and just want to make their money and go home
at night, then this will never work, no matter how good the technology. So,
the first thing is people who care. And then, the second thing is to make it
as easy as possible for them to get this work done (Cure4Kids senior
manager).
Efficiency. The second concept that emerged as important to resource
management is a focus on efficient use of resources. Most ITSANs operate with limited
and unstable resources, and they are very cognizant of how these resources can be used
most effectively in the pursuit of their mission. They view themselves as stewards of the
funds entrusted to them by their supporters and they take this stewardship very seriously.
…we’re stewards of…the funds that we receive from our donors. So
you’re here in my office and…I would say I’m a high level director here at
St. Jude. I don’t see any leather chairs anywhere…it’s just basic office
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rudiments, right? And that’s what you see here at St. Jude…Why are we
going spend money on marble and…cherry wood…when that [could go]
for research and for treating kids? That’s what the donors provided those
funds for. So we have very nice settings here at St. Jude, but if you notice,
the nicest settings are for the kids (Cure4Kids senior manager).
Another important aspect of efficiency is time management. More specifically, it
is the utilization of information technology resources to save time by enabling fast access
to information, advice, and other ITSAN resources. The ITSAN enables real-time
communication over great distance and this allows users to meet more often and
exchange information regarding those who are in greatest need.
…the pre-Cure4Kids model was you go every 6 months or 12 months to
visit your friends in Honduras or El Salvador and then review all the files
of the patients, essentially counting the bodies, which is not very satisfying,
to say, wow [of] these 15 patients who died…maybe half of them could
have survived if different strategies had been employed. And so now,
those 15 will have been discussed in January and February and whenever
they had their problem and hopefully the intervention taken in real-time so
then at the end of it, when you go for the visit, you don’t even have to talk
about the patient because you’ve been talking about him all year
(Cure4Kids senior manager).
Technology Integration
In the ITSAN context, technology integration is defined as the ability to identify,
acquire, build, and maintain the technology infrastructure necessary to support the
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ITSAN in the pursuit of its mission. Our data analysis revealed three underlying
concepts that are important to effective technology integration. Technology integration
involves the use of technology to overcome issues associated with limited and unstable
bandwidth, effective management of the IT infrastructure, and the ability to develop
customized IT solutions. Figure 14 provides an overview of the data structure that
emerged from our data analysis process resulting in the aggregate theoretical dimension
―technology integration‖.
Overcoming bandwidth limitations. The first concept that emerged as
important to technology integration is the use of technology to overcome issues
associated with limited and unstable bandwidth. ITSANs often operate and connect with
users in parts of the world where the basic communications infrastructure is very
unreliable and sometimes non-existent. ITSANs have even been instrumental in
providing initial Internet connectivity into some regions utilizing satellite technology.
…this is the major challenge, there are lots of problems of
communication…it remains the major problem in Africa [where]
communication networks are not developed enough. Sometimes when we
go in the periphery, we need to set use a satellite and the Internet
connection is really slow… other communication means, such as ADSL or
cable for example, don’t reach the periphery (RAFT senior manager).
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Figure 14. Data Structure (Technology Integration)
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Just to give you an idea…for a neurosurgery case we had to disconnect
the whole Internet traffic in Mali to get enough bandwidth to do a
NetMeeting connection with Switzerland. When I mean the early
days….that was the early days. By the way, it has improved some, but it is
still quite a bit of a challenge (RAFT senior manager).
To be effective in providing useful educational content in underdeveloped areas
of the world, ITSANs focus on utilizing low bandwidth technologies that are also robust
to changing bandwidth and connectivity conditions. Also, it is important that content be
downloadable so that users can access the content offline and be able to easily copy and
share it others.
So first and foremost…anything that we put on Cure4Kids has to be low
bandwidth for [the] feasibility and applicability of these countries with
limited resources… everything needs to be downloadable; so there might
only be one computer in the setting, however, with that one computer, they
can download a file, put it on a USB, and take it outside of the hospital
setting, print it, share it with other people, and disseminate information in
that way (Cure4Kids senior manager).
IT Infrastructure Management. ―It won’t have the impact…it wouldn’t be
possible without the use of technology, like we are doing‖ (RAFT senior manager). The
second concept that emerged as critical to technology integration is IT infrastructure
management. Information and communication technologies provide the foundation on
which ITSANs are constructed and are what enable the ITSAN to extend its reach and
impact across communities, countries, and continents. Each ITSAN in this study has
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created an IT platform that serves as the primary conduit for aggregating and channeling
the collective efforts of hundreds to thousands of individuals working together in pursuit
of a common mission.
…one of the tools that we utilize is an infrastructure platform such as
Cure4Kids. So Cure4Kids was developed originally to provide a conduit,
first and foremost to communicate with colleagues around the world
where…we are building, or assisting to build a cancer program in a
country of limited resources…and Cure4Kids provides web meeting room
for real time discussions of patient cases. So, you know, never before did
you ever see a child in a very poor setting having access to a cancer
expert and an institution such as St. Jude (Cure4Kids senior manager).
Another important aspect of IT infrastructure management is the ability to utilize
existing technologies in new or novel ways and adapt them for use in various local
contexts. ITSANs overcome language barriers by providing multi-lingual content and
easy to use standardized interfaces. In addition, great care is always taken to ensure that
the technologies and the content can be utilized by those in areas with limited bandwidth
and limited information technology resources.
I think we’ve used technologies in appropriate and novel ways. So, we’ve
adapted the platforms to be appropriate for the international audience.
It’s available in different languages, the menus and interface, navigation.
We’ve developed [it] to be low bandwidth, so rather than impose a North
American solution with high end video conferencing…we don’t use a lot of
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video with face, because one, the bandwidth isn’t there and in most cases
it’s not necessary…(Cure4Kids senior manager).
Custom Solutions. The third concept that emerged as important to technology
integration is the ability of the ITSAN to develop customized information technology
solutions. Within their core team, each ITSAN in this study has the skills and knowledge
necessary to develop and customize information technology systems and applications.
This ability is critical to ITSAN construction and sustainability as it enables the ITSAN
to customize its offerings to local contexts and adapt to ever changing infrastructure
conditions. We also found that the ITSANs in this study were strong proponents of using
and adapting open source software components. This enables the ITSAN to reduce costs
while maintaining maximum flexibility in its systems.
And so we’ve basically designed and refined over the years a tool that
does webcasting similar to what the commercial systems do but with the
bandwidth that is about ten times lower or five to ten times lower and that
has helped us a lot in terms of having a system that would sustain
disconnections….that would work even low bandwidth and therefore be
usable, not like once a year, but every week and every week people can
connect and it will work. So we had to actually build this, it’s been built
through the open source libraries so we haven’t invented the whole thing,
but clearly the tool has been designed and kept aligned so that it answers
our needs (RAFT senior manager).
A second aspect is the ability to develop and deliver customized content. ITSANs
develop content in-house and also provide the tools for the development and delivery of

108

user generated custom content. Content is created utilizing bandwidth optimization
techniques and provided in a way that it is easily downloadable and transferable.
So we still develop all our own material in highly compressed formats.
Typically, a one hour seminar is compressed down to about 10 MB, and it
plays one slide at a time. So, on a low bandwidth connection, you can still
view the content, and it’s also designed to be downloaded for free…we
encourage people to download and share it (RAFT senior manager).
Adaptability
In the ITSAN context, adaptability is defined as the ability to manage and
overcome the numerous challenges and barriers to ITSAN construction and sustainability.
Our data analysis revealed six underlying concepts that are important to adaptability in
the ITSAN context. Adaptability involves managing rapid change in the environment,
finding ways to overcome resistance, managing organizational and governmental politics,
leveraging innovation, and managing cultural diversity. Figure 15 provides an overview
of the data structure that emerged from our data analysis process resulting in the
aggregate theoretical dimension ―adaptability‖.
Manage rapid change. The first concept that emerged from our data analysis as
important to ITSAN adaptability is the ability to manage rapid change in the environment.
ITSANs must constantly manage fluctuations in funding and human resources as well as
changing political environments. In addition, new and evolving technologies must be
integrated into existing systems to overcome lack of infrastructure and instability in many
areas of the world where the ITSAN operates.
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Figure 15. Data Structure (Adaptability)
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The environment changes, and faster than what we are used to in
Switzerland…and when they change it is usually an uphill battle to get
visibility again at least until the project has been there long enough…once
the hospitals have found a way to finance the connectivity and the
operation…usually [it]… will remain stable much longer (RAFT senior
mangager).
Disseminating timely and accurate information in the rapidly changing
environments where ITSANs typically operate is critical to sustainability of the ITSAN.
In the healthcare context of the ITSANs in this study, the ability to manage changes in
treatment protocols and relay that information to local healthcare professionals can
literally be a matter of life or death.
…the treatments that work very well in Memphis, Tennessee, are not
always so successful in El Salvador, which we learned really in a sad
way…they took a protocol off the shelf that we were using, and used it and
a fourth of the kids treated died of toxicity just in the first 6 weeks.
Whereas here…1 or 2% would be the expected rate of death from toxicity.
So, this is obviously unacceptable. You’re not going get a long-term
survival of 80% if you’re already 25% down after 6 weeks…so, this is
where they made some simple modifications in the protocol and dropped
that 25% down to, I think it’s 5 or 8%, just with one simple modification,
taking out one of the medicines…(Cure4Kids senior manager).
Overcome resistance. The second concept that emerged as important to ITSAN
adaptability is the ability to overcome resistance. We found that even though the overall
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mission of the ITSAN is typically altruistic and non-competitive in nature, the ITSAN
may still face some resistance because of its attempts to implement new ways of thinking
and acting. Oftentimes individuals are resistant to any type of change, but they are
especially resistant if they perceive the change to be in anyway threatening even if their
perceptions may not be completely accurate.
…the [radiologists] who are not remote and are on the giving of advice
side of things [may]…view it as a financial challenge to their actual work
and revenue. What we have observed is that this doesn’t compete at all,
but it creates new opportunities also for radiologists because they are
going to be giving advice and we can build economical models where
everybody’s winning…so I think that change or the fact that as you deploy
new tools you challenge the usual way of doing things and we have seen
that…is something that might create some resistance (RAFT senior
manager).
ITSANs can also face resistance from potential partners who may be concerned
about conflicts or overlaps in fundraising or issues with ownership of content. It can
especially be an issue if the ITSAN or its parent organization is seen as a dominate brand.
This can create resistance from potential partners who do not want to lose their individual
identity when partnering with the ITSAN.
…there has been significant resistance by some institutions to join
Cure4Kids in the United States because we’re viewed as such a large
fundraiser organization, and it’s such a strong brand. And we fundraise
in all 50 states. Some doctors in some institutions typically have not
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collaborated with St. Jude…[they] had some resistance initially to register
on Cure4Kids and participate (Cure4Kids senior manager).
This resistance is overcome when the ITSAN, its partners, and users come to the
understanding that they are on the same team and that they have the same ultimate goal.
Most barriers to collaboration can be overcome by working together with a common
goal-oriented focus.
And so it’s a win-win situation, because their goal, the same as ours, is
just to improve the survival rate of children with cancer. So, as time has
progressed, more and more organizations realized that the barriers that
they were putting up were counterproductive. That is was better to
collaborate, that it could be mutually beneficial and that there really
wasn’t any significant downside to the collaboration (Cure4Kids senior
manager).
Politics. The third concept that emerged as important to ITSAN adaptability is
the ability to effectively manage organizational and governmental political issues. Since
ITSANs are typically non-profits, they rely on funding and sometimes managerial
support from outside organizations or a board of directors. These organizations and
individuals can sometimes have competing agendas and a desire for recognition for their
organization or interests. The ITSAN management team must be adept at navigating
through the various political issues that may arise and threaten to derail the mission of the
ITSAN.
So sometimes one tries to out own the other…there’s a bit of that. That’s
the politics, really. It’s about competing agendas, finance needs, and
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power. It’s about people wanting recognition for this. If you weren’t
successful, I guess they wouldn’t really care (de Souza senior manager).
Typically, ITSANs operate internationally with a presence in many different
countries. Therefore, the ITSAN management team must also be able to effectively
develop and manage relationships with politically influential individuals as well as
government agencies. Local governmental support is often critical to long-term ITSAN
sustainability.
The half-life of ministry of health in those countries is usually two years if
you are lucky…in Senegal I think they changed nine times in seven years
so it’s difficult to have a long term relationship with the political layer…a
lot of what I do when I go to Africa is to go and meet the ministers or the
president and talk about the project with them and make sure they
understand and hopefully at least support the project. So a lot of the
activity is actually to…maintain good will so that the projects are
supported and eventually can be sustained (RAFT senior manager).
In the context of this study, the ITSANs seek to gain support from both the local
healthcare professionals and governmental agencies in a top-down and bottom-up
approach that has proven to be an effective recipe for ITSAN growth.
Niger was a very good experience. The project was supported by both
physicians and by the government…so we have challenges and
experiences that are quite different, but…all of them point to the same
idea that you need to have both a bottom up approach where have you
motivated care professionals who want this to succeed and also
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institutional anchoring and the government support…I think both are
needed and the challenge is really to set it up in such a way that you’re
going to get the buy-in from both sides (RAFT senior manager).
Innovation. The fourth concept that emerged as important to ITSAN adaptability
is the ability to effectively leverage innovation. ITSANs are constantly looking for ways
to increase their reach and impact and often experiment with new technologies and
innovations. ITSAN management supports a culture of experimentation and innovation
where the testing of new products, methods, and ideas is encouraged and even expected.
A … factor here is constant innovation….there’s never a moment where
there isn’t a project underway on Cure4Kids. It’s continuous as far as
creating new content, developing new areas…and actually thinking out of
the box, thinking out of paradigms on how can we reach outside of
Cure4Kids…Cure4Kids is always on that cutting edge, always looking for
how can we serve our customer better and our community better
(Cure4Kids senior manager).
Through this focus on innovation and experimentation, the ITSAN helps bring
new technologies and methods to places they were previously unavailable. These
technologies and training provided by the ITSAN are being used to help those in need in
remote and underdeveloped areas of the world.
In terms of tele-expertise … [for] about two years now we’ve
experimented successfully with distance echography with remote support
from radiologists, so we keep the idea of training physicians, nonradiologists and also train midwives to use portable echography or
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ultrasonography and then have them be supervised by experts, by a
radiologist who might be hundreds of miles away (RAFT senior manager).
Culture. The fifth underlying concept that emerged as important to ITSAN
adaptability is the ability to manage cultural diversity both inside the ITSAN network and
in the communities the ITSAN serves. While ITSANs certainly face many
technologicalchallenges, cultural challenges can also hinder ITSAN construction and
sustainability. Sometimes the methodologies employed by the ITSAN can challenge
local social norms leading to resistance that must be overcome.
It was less a technical issue than a cultural issue because, you know, the
idea of webcasting courses to people that you don’t see or to people that
you’re not familiar with was something that culturally was not very
acceptable to start with, especially when a professor in Africa gave the
course, he’s not expecting to be challenged by questions that would come
from other experts…and that was something a bit new (RAFT senior
manager).
In addition to cultural issues with users and partners, ITSANs must adapt to
cultural issues that may arise with those whom the ITSAN is ultimately trying to serve.
Existing techniques, treatments, or protocols may not be effective when the social stigma
associated with some conditions override what is in the best interest of the patient’s
health.
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But you know, they have cultural issues, like sometimes they don’t tell a
patient they have cancer, the men don’t always want to tell the wives
they’ve got metastatic cancer… that’s a culturally embedded situation (de
Souza senior manager).
Evaluation
In the ITSAN context, evaluation is defined as developing and implementing
methodologies to better understand the impact of the ITSAN on its target social condition.
Impact is extremely difficult to measure in this context; therefore, ITSANs must use
various methods to convince potential users and partners that the ITSAN is able to have a
positive impact. Our data analysis revealed three underlying concepts that are important
to evaluation in the ITSAN context. Evaluation involves developing measurement
techniques to better understand ITSAN impact, demonstrating value or potential value to
users, partners, and funding sources, and the use of benchmarking to help understand
impact across similar socio-economic environments. Figure 16 provides an overview of
the data structure that emerged from our data analysis process resulting in the aggregate
theoretical dimension ―evaluation‖.
Measurement. The first underlying concept that emerged as important to
evaluation is the ability to develop and implement measurement techniques in an effort to
better understand ITSAN impact. Often, direct impact is very difficult to measure
because of difficulty in controlling for extraneous variables in rural healthcare and other
settings where ITSANs typically operate. One area where ITSANs have been successful
at measuring outcomes is in continuing and professional education.
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Figure 16. Data Structure (Evaluation)
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… we’ve got to sustain this. We created this, and the public want it. And
we demonstrated that they provide better care [trained nurses], evidence
based care. We also have research going on. We’re measuring outputs of
nurses. We’re measuring pre and post, education and knowledge and skill
(de Souza senior manager).
But I do think that it’s tough research to do. It’s tough to show at the
system level that change is happening, but you know, if I go in and do
intensive education…I should see something happening. And even the
physicians, everybody, should be noticing change, so we’ll see…that’s a
one year project, that’s quite a lot of work. I’ve got a team dedicated just
to that (de Souza senior manager).
Another way ITSANs attempt to measure value or impact is in the ability of local
groups to develop their own funding sources. In some instances they are able to measure
changes in survival rates in these local communities that can be attributed to the
interventions provided by the ITSAN.
And now they’ve got a local foundation, they’re raising several million
dollars, and they’ve gone from 10 to 20% success rate to almost 60-70%
success rate in their survivor rates (Cure4Kids senior manager).
Demonstrating Value. The second underlying concept that emerged as
important to evaluation is the ability to demonstrate value or potential value to users,
partners, and funding sources. This is critical to ITSAN construction and sustainability
as many potential users, partners and funding sources must be persuaded that investing
their valuable resources will in fact have a positive impact. ITSANs address this by
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providing evidence of impacts in past projects or other regions and also operating pilot
programs as a means to show potential value.
I think other people seeing successful pilots, and then start to believe that
it is possible to have, you know, with moderate resources, a successful
pediatric program where most of the kids are surviving (Cure4Kids senior
manager).
Demonstrating value is also very important to attracting and sustaining funding
resources for the ITSAN, especially when the ITSAN is dependent on multiple external
resources.
So I think as, and then as governments see that their clinics are able to
have success rates, in some cases, some countries have increased the
financial support that they give to pediatric oncology (Cure4Kids senior
manager).
In addition, ITSANs may be competing for resources and governmental or local
support in areas of the world where the target of the ITSAN may be seen as less
important than other more pressing problems. This does not diminish the need, for
example, of children with diseases like cancer, but it can be more difficult to attract the
necessary human and financial resources.
…if you look at where all the cancers occur in the world, only 20% live in
countries with high resources, United States, Canada, Europe, Australia,
that means that 80% of the children are in countries with limited
resources, and these children have abysmal survival rates…so,
understanding that the number one cause of mortality and morbidity of
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children in poor countries is…poverty, malnutrition…, diarrheal diseases,
HIV, tuberculosis, malaria. Ok, for instance, sub-Saharan Africa this is
rampant, so cancer does not come to the forefront…(Cure4Kids senior
manager).
Benchmarking. The third underlying concept that emerged as important to
evaluation is benchmarking. ITSANs use benchmarking to help understand impact
across similar socio-economic environments. This allows a comparison of groups with
similar financial and human resources.
And so, I think this is the other value of a regional group, is you can sort
of benchmark against your colleagues…(Cure4Kids senior manager).
Benchmarking can also be used as a way to apply positive peer pressure when
certain groups or countries are not performing as well as expected or desired. Regional
benchmarking can limit concerns about socio-economic conditions and other
demographic considerations which may be used as excuses for poor performance.
…benchmarking, where you say, well, if in Honduras our death rate is
20% and if in El Salvador it’s 5% this really means something because if
it’s 20% versus Memphis’ 5%, then you can say, well nobody can be like
Disneyland St. Jude, so we just have to live with it. But if you say…come
on, it’s not that different…and you can’t argue about genetics and you
can’t argue about language and culture and all those things that you
could say account for those differences.
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Well they don’t account for differences in those 2 settings…the same gene
pool, similar patients, similar culture, similar transportation
issues…(Cure4Kids senior manager).
Motivation
In the ITSAN context, motivation is defined as the underlying reasons that cause
individuals to behave in certain ways and perform actions related to attaining a goal. This
can include intrinsic motivations such as self-enhancement and extrinsic motivations such
as financial gain or recognition. The concept of motivation is critical to ITSAN
construction and sustainability as the ITSAN must be able to attract and retain a critical
mass of network members in its efforts to grow and increase the overall impact on the
targeted social condition. Our data analysis revealed six underlying concepts that are
critical to motivation in the ITSAN context. Motivation involves having a strong
commitment to the ultimate goal or mission, the passion to push through challenges and
overcome adversity, and an altruistic desire to help others. Additional motivations
include de-isolation or the ability to stay connected with peers and family, professional
recognition, educational opportunities, and the ability to acquire knowledge. Figure 17
provides an overview of the data structure that emerged from our data analysis process
resulting in the aggregate theoretical dimension ―motivation‖.
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Figure 17. Data Structure (Motivation)
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Commitment. The first underlying concept that emerged as important to
motivation is a strong commitment to the ultimate goal or mission. This commitment is
evident in all of the ITSANs we examined in this research, and can be observed on the
individual level where many ITSAN employees work longer hours for less pay than they
may be able to get at a for-profit company or other institution.
I would say it’s the commitment, and I’m not sure the source, or what
drives that commitment…[it] may vary across different users, but you
know, it’s not ability alone…or training…or credentials…(Cure4Kids
senior manager).
Commitment is also evident at the organizational level where the ITSAN is
committed to providing the support and the tools necessary for ITSAN employees to
effectively do their job in support the mission of the ITSAN. This high level of
organizational commitment can create a sense of personal responsibility to perform at a
high level.
I mean we do have limitations, but…the institution really tries to provide
the right resources so that you can do the work that you want and need to
do… It was so different from where I came where I could not get a pencil
sharpener, like I’m not joking. I couldn’t get a pencil sharpener, like they
couldn’t order a pencil sharpener. And the work I did required using
pencils! The culture promotes the ability to be successful in what you do.
You have what you need to get your work done, and I think that in its own
subtle way [this] makes people feel like, ok it’s on me (Cure4Kids
manager).

124

Passion. The second underlying concept that emerged from our data as important
to motivation is passion. Passion is related to, but somewhat different than the concept of
commitment. Passion is a powerful and compelling emotional response that drives an
individual to push through challenges, overcome obstacles, endure hardships, and go
beyond what is expected to achieve the desired goal.
…we have very good people both here in our program and at our partner
sites that are committed to seeing the program succeed…for example, one
of them trained here as a fellow and went back to his home country to
start the clinic in Guatemala. And he could have easily stayed in the
United States and made more money, but he wanted to go back and start
[a program]. He had the skills, leadership, and passion to build the
program and see it through many difficult years… you need leaders like
him to recruit others and motivate and organize and endure the hardships
(Cure4Kids senior manager).
Many individuals that are involved with ITSANs see their work as a ―calling‖ and
their mission in life is to help others in need. In this way their work becomes their
purpose in life and it drives them to work harder and longer in an effort to help just one
more person or save one more child.
…for Cure4Kids, and for anything like this, number one, you need to have
a mission. So, what is your purpose? And that needs, it needs to be
passionate. And at St. Jude, it’s a calling. So you know, this was an
urgency; this was an unmet need in the pediatric oncology world that
wasn’t met until C4K came along (Cure4Kids manager).
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There is a sense of urgency that the next discovery or the next advance in
treatment protocols might lead to the breakthrough that could reduce the suffering of
some of those in greatest need. ITSANs may not create individuals that are passionate
about the mission, but they provide the information and the tools to focus that passion
and the passion of hundreds or thousands of like-minded individuals.
I don’t know that we’ve actually converted anyone. I think maybe, maybe
they had that in them already, and it just was a catalyst to make that
passion stronger. I think what they all saw was a lot of common suffering
and a great need (Cure4Kids senior manager).
Altruism. The third underlying concept that emerged from our data as
important to motivation is altruism. In the ITSAN context, altruism is the selfless
desire to help others that leads to participation in the ITSAN without expectation
of personal gain. Many ITSAN participants freely give of their time, knowledge,
and resources and do not desire financial rewards or even recognition for their
actions.
I think the culture and the environment in the different locations probably
affects what motivates people. I mean, I think there are some people who
are motivated, I’m just again speculating, but I think some people would
be motivated, they want to have a job, and it’s a job opportunity, as simple
as that. But in the case of the special ones who stand out and who excel in
what they’re doing and who go the extra step, I mean I think they’re
largely motivated by what they’re…contributing…to help children with
cancer (Cure4Kids senior manager).
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Not only do the altruistic actions of individuals directly impact the mission
of the ITSAN, but these individuals and their actions can also serve as motivation
to other ITSAN participants. Altruistic individuals can serve as role models
whose actions cause others to reflect on their own motivations and actions. The
altruistic nature of many of the ITSAN participants is exemplified in the
following statement by an ITSAN senior manager concerning one such altruistic
person.
So I found it very interesting that the doctor in Honduras, I sat next to her
in [a meeting], and some of the other doctors were essentially talking
about publishing all her data of one disease that she’d really… worked
hard to collect. And I said, you know…does that bother you that basically
they’re just talking about publishing all your data. And she said, “Well, if
this helps children with cancer in Honduras and in Central America, then
I think it’s accomplished all of my goals.” And, I thought, that’s kind of
refreshing. So, I [examined] my own values, I guess, what would you
say…keeping your priorities aligned, because I remember that probably
every month I think about…her comment. And, of course, it’s happened to
me where I didn’t get the fair treatment that I, or what I thought would be
the fair treatment on a particular project, or in some cases, where I
disappeared from the author list after working on the project, and it’s easy
to have hurt feelings and everything else. And I think what helps me
through that is having sat next to [her] that one time, and also seeing her
demonstrate this in the way she lives her life. So I guess you could almost
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say role modeling, or keeping aligned, keeping values aligned with what’s
good…and then if you think of role models, in her case, I get a lot of role
modeling from her character. In my case, I provide a role model of how
to do clinical research, because I’m good at that. And so, you know, I
guess it’d be nice to have good character and be…technically skilled. And
so hopefully my character can improve by my association with her, and
her clinical research skills can improve by association with me, and
maybe we can all benefit in different ways (Cure4Kids senior manager).
De-isolation. The fourth underlying concept that emerged from our data as
important to motivation is de-isolation or the ability to stay connected with peers, family,
and professional resources. In the context of this study, we found that isolation can be a
major barrier to positively impacting a social need in many underdeveloped areas of the
world. Physicians and healthcare professionals who spend many years in larger, more
developed cities while they are in training may be reluctant to relocate to less developed,
less populated areas where there is often the greatest need. ITSANs can be instrumental
in helping to bring Internet connectivity to previously unconnected areas and providing
the means for healthcare professional to stay connected with their professional and social
networks.
…I looked at various projects one of them was a project promoted by
medical students and young physicians in Bamako (capital of Mali)
looking at what ways the Internet could be used to de-isolate professionals
that would be working outside of the main cities. That was really the main
idea at that time and the argument was that…they were sort of
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discouraged by their own teachers to leave the capital because as soon as
you do so you are disconnected from your network of peers, of teachers, of
access to specialists and basically there is an overall feeling that if you
leave the capital then your career will not be able to progress (RAFT
senior manager).
In addition to professional de-isolation and access to educational resources, the
underlying infrastructure that supports the ITSAN can provide social de-isolation. One
aspect of social de-isolation is the ability to connect with peers who can provide support,
encouragement, and advice. This can be a benefit not only to those who are in less
populated rural areas, but also to others who are isolated in other ways. For example, a
physician or researchers whose passion is finding a treatment or cure for a rare type of
cancer may be the only one in their organization with this focus. The ITSAN provides
the means by which this researcher can connect with a global network of individuals with
the same passion and focus. In addition, social de-isolation includes providing and
maintaining connectivity with one’s social network of family and friends. These are all
very important concepts to ITSAN construction and sustainability.
…as soon as you bring internet connectivity people are excited because
one of the side effects of this professional de-isolation is also social deisolation, suddenly they are able from remote place to access their family
and their friends and so on, so this is also viewed as a huge benefit (RAFT
senior manager).
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Another form of isolation is the limited ability to acquire and work with new
technologies. This is often very important to physicians, especially new physicians, and
other healthcare professionals. This is another area where ITSANs are working to
overcome isolation by providing access to new technologies that can be used to enhance
the effectiveness of healthcare professionals. For example, RAFT has been instrumental
in the introduction of portable ultrasound and echography devices that improve patient
care and at the same time help to de-isolate healthcare professionals.
It is also very motivating for a doctor who works in the periphery to get
the chance to manipulate this kind of devices. It is motivating because in
our context, we always associate the periphery to hospitals where there is
no good technical platform. A lot of doctors are reluctant to work
there…to have these devices make those who work there feel they are not
totally disconnected from modern medicine (RAFT senior manager).
Recognition. The fifth underlying concept that emerged from our data as
important to motivation is recognition. While we found that intrinsic motivations such as
altruism tend to be the dominant motivations for ITSAN participation, extrinsic
motivations like recognition can also play an important role. For some individuals it is
important to be recognized as a part of the ITSAN community especially when the
ITSAN has developed a strong reputation or is associated with a globally recognized
brand.
So I think it’s probably rewarding for them…some people associate very
strongly with being a member of Cure4Kids. And so they will say, “I’m a
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Cure4Kids member since…” So some people are very proud to be part of
this community (Cure4Kids senior manager).
In addition, ITSAN participation may increase the personal visibility and,
therefore, personal reputation in the field. It may also be recognized by some academic
institutions as a valuable educational service opportunity.
For the courses the win-win is mostly based on reputation and the fact
that you…are teaching on the network as an academic activity and
therefore is recognized for the promotion at the academic level (RAFT
senior manager).
Another way reputation can be a motivating factor for ITSAN participants is by
achieving a designation as one who has completed specialized training in the ITSAN’s
target area. For example, the de Souza Institute has developed the ―de Souza nurse‖
designation that identifies a nurse who has completed the specialized oncology training
provided by the de Souza Institute. Providing this type of designation can also increase
the overall profile of the ITSAN and help with attracting new users and funding sources
aiding with ITSAN construction and sustainability.
…one of the things that we’re trying to promote is the idea of getting a
designation that will sort of identify you, or the individual as having
specialized knowledge in providing care to patients undergoing their
cancer journey.…the “de Souza nurse” isn’t just going to be in name. It’s
going to mean a nurse that’s written an exam and done a series of courses
and demonstrated competency and done a clinical fellowship to attain a
certain designation… We’re starting to hear about that. Nurses are
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starting to work towards attaining that. My hope would be that hospitals
start saying oh, we have an 80% de Souza nurses, or 50% de Souza nurses,
whatever, and you set up kind of a competition or get it built into their
accreditation and their performance reviews (de Souza senior manager).
Knowledge acquisition. The sixth underlying concept that emerged as important
to motivation is knowledge acquisition. The ITSAN provides educational programs and
ready access to context specific information and user contributed knowledge that users
can freely access at their convenience. This is especially important to ITSAN
participants who are already working full time. Many of the organizations where they are
working do not have the necessary resources to provide continuing education
opportunities. The ITSAN provides access to the knowledge and resources that help
them achieve their educational goals leading to improved patient care.
…there’s a lack of education for nurses in this area, so I think that’s
what’s drawing them as well is that…this is free education that I can get
to make me feel more comfortable and increase my competency in caring
for these patients with cancer, because it is a very challenging group of
patients, and nurses recognize that they do require this specialized
knowledge (de Souza senior manager).
This knowledge can help to provide opportunities that were previously
unavailable to those in rural areas with limited resources. In addition, it helps to create a
higher quality standard of care that is more consistent across the target area.
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The benefit for nurses is to receive high quality educational support while
they’re on the job…because otherwise it’s a very uneven playing field…
You have academic teaching hospitals that have very strong educational
programs, and then you have community hospitals…and you have remote
rural hospitals that are like third world countries. They [can] barely
cover the needs of clinical care, never mind education… So by having this
sort of centralized, government paid for, province wide education to
nurses from every corner and every organization, it actually helps to raise
the bar and make sure that quality care is consistent across the province,
whether you are in the rural college country or you are in the…large
city…(de Souza senior manager).
The ITSAN focuses on making knowledge acquisition as easy as possible
by providing a web-based platform where it is quick and relatively painless to
access the ITSAN resources.
…so the people still are more important…the social component is how to
help people do their best stuff and keep them motivated by keeping it easy
and painless or even fun because when they click that button and see that
survival curve, they do feel happy. Even if it’s a lousy survival curve, they
feel happy because they can note that (Cure4Kids senior manager).
Research Site Comparison
The previous section offers a consolidated view of the data collected from our
three research sites and provides a high-level framework for understanding ITSAN
construction, sustainability, and user participation. In addition, our data analysis
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uncovered some interesting differences between the three ITSANs in this study that
provide additional insight.
Earlier in this chapter we introduced a consolidated word cloud based on the
interpretation of the researchers that provided a high level view of our data. Additional
word clouds were created utilizing the researcher generated key words for each individual
research site. The word clouds in figures 18-20 provide another view of the data and
highlight some of the differences we observed in the research sites.
The Cure4Kids ITSAN is the largest and most stable of the three research sites. It
has reached a critical mass of over 29,000 users in 178 countries. In addition, Cure4Kids
is a strategic initiative of St. Jude Children’s Research Hospital which provides sufficient
and stable funding for ongoing operations and growth. While key concepts such as
education and knowledge are at the forefront for each ITSAN in this study, Cure4Kids’
size and stability allows it to also focus on broader concepts that are more important to
long term sustainability. Concepts like community, collaboration and the importance of
focusing on the overall mission emerge from the data as additional key concepts for
Cure4Kids. Figure 18 displays the Cure4Kids word cloud.
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Figure 18. Cure4Kids Word Cloud

Although RAFT and Cure4Kids originated about the same time, RAFT has grown
somewhat slower. RAFT’s is funded by multiple sources including the state of Geneva,
the Swiss confederation, and private foundations. In addition, local groups have been
able to raise funds to support RAFT connectivity in their community. This is a different
funding model than we observed with Cure4Kids, but it has been affective at providing
stability for RAFT operations. Our data analysis revealed that RAFT is currently in a
growth stage where they are working to attract a critical mass of users to the network in
an effort to extend its reach. Also, RAFT operates in many countries in Africa where
political instability is common. Therefore, concepts like network building, a focus on
local leadership, and management of the political environment are most prominent.
Figure 19 displays the RAFT word cloud.
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Figure 19. RAFT Word Cloud

The de Souza Institute is the youngest of the three ITSANs in this study and is
currently funded by a five year grant from the Ontario Ministry of Health and Long-Term
Care. The de Souza Institutes’ government supported grant-based funding is
considerably less stable than that of Cure4Kids and RAFT. Although de Souza
management is somewhat confident that their grant will be continued, there is still a level
of uncertainty that affects some of the things de Souza is able to do including attracting
personnel that may be concerned about job security. In response, de Souza is currently
developing additional funding sources including establishing their own fundraising
foundation. Due to these pressing concerns, funding dominates the additional concepts
that emerged from our de Souza data analysis. In addition, related concepts concerning
long-term sustainability and managing governmental relationships also move to the
forefront. Figure 20 displays the de Souza Institute word cloud.
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Figure 20. de Souza Institute Word Cloud
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Chapter 6
Discussion
The goal of this study was to develop an in-depth understanding of IT Enabled
Social Action Networks – a network of actors, connected via an IT platform, working
together to improve social conditions and the lives of others. To guide our research we
began by asking these fundamental questions concerning ITSANs:
o

What are the key components and relationships in an ITSAN?

o

How are ITSANs constructed and sustained?

o

What are the underlying factors which enable or hinder ITSAN
construction and sustainability?

To begin answering these questions we developed a theoretically based
conceptual framework to guide our research. We then utilized this framework to
construct a research plan including the development of an interview protocol that was
used in our data collection process. Our systematic methodology guided by our
conceptual framework helped us explore our research questions and gain an in-depth
understanding of ITSANs.
Key Components and Relationships
Our research identified several key components and relationships that are critical
to the development of ITSANs. The network builder is the key actor that facilitates
network construction. The network builder can be an individual actor, a group of actors,
or an organization that identifies a social need and initiates the construction of a network
of individuals and other resources with the common goal of positively impacting the
target social condition. The network builder typically leverages existing relationships
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while attempting to develop new relationships with other resource holders and convince
them to participate in the emerging network. These additional resource holders can be
individuals, organizations, or government agencies that are willing to pool resources in a
combined effort to increase the positive impact on the shared mission. In the context of
ITSANs, the network builder constructs an IT platform or adapts components from
existing IT platforms and leverages these platforms to develop and maintain relationships,
aggregate resources, and provide a conduit for sharing information and knowledge. We
found that these key components: the network builder, individual actors, institutional
actors, technological actors and the relationships between each are all critical for ITSAN
development.
Construction and Sustainability
Our research uncovered eight dimensions that are critical to ITSAN construction,
sustainability, and user participation. Network building is the development and
maintenance of interconnections between individuals and entities that provides a conduit
for communication and aggregation of resources. Community building is the
establishment and nurturing of personal relationships that facilitate a sense of belonging
and membership in a community. Knowledge transfer is the ability of the ITSAN to
extract, organize, store, maintain, and disseminate domain specific knowledge. Resource
management is the ability of the ITSAN to effectively attract, assemble, manage, and
utilize the resources necessary for initial construction and ongoing operation of the
ITSAN. Technology integration is the ability to identify, acquire, build, and maintain the
technology infrastructure necessary to support the ITSAN. Adaptability is the ability to
manage and overcome the numerous challenges and barriers to ITSAN construction and

139

sustainability. Evaluation is developing and implementing methodologies to better
understand the impact of the ITSAN on its target social condition. Motivation is the
underlying reasons that cause individuals to behave in certain ways and perform actions
related to attaining a goal.
We found that while each is a unique dimension, they are often closely related
and may include overlapping attributes. These interrelations become evident when
viewed in terms of their impact on ITSAN construction, sustainability, and user
participation as all dimensions influence each process, but in nuanced ways and levels
depending on the specific mission of the ITSAN and its stage of evolution.
Underlying Factors
Our research uncovered several underlying factors that can influence ITSAN
construction and sustainability. Those that emerged as most influential in the context of
the ITSANs in this study were culture, political and power issues, and motivation.
Culture is often defined as a shared set of beliefs, ideologies, values, and basic
assumptions regarding human behavior (Leidner & Kayworth, 2006). We found a deepseated culture exists in the ITSANs we studied that values sacrificing financial, time, and
other resources in an effort to help those in greatest need. Culture can also be examined
as differences between groups of people. Previous research has found these cultural
differences and difference in cultural values can impact information system development
and use (Keil, 2000; Kettinger et al., 1995; Strite & Karahanna, 2006; Walsham, 2002).
We found that ITSANs are typically multinational in nature and must navigate the
cultural differences of its individual resources (employees, users, and partners) as well as
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the cultural norms of the countries and local communities where the ITSAN is working to
make an impact.
Politics can influence all organizational activities and is typically defined as
actions by individuals seeking to increase their ability to influence a specific decision or
the overall direction of the organization (Eisenhardt & Bourgeois, 1988; Grover et al.
1988). Political issues can play an important role at both the institutional level and
government level in the development of ITSANs. At the institutional level we found
there can be competition for resources from other departments or individuals within the
organization. There may also be philosophical or methodological differences of opinion
that must be managed as the ITSAN evolves and matures. Issues of power can play a
role as the ITSAN grows and becomes more influential. Controlling the ITSAN’s
resources and receiving recognition for its success can become both a political and a
power issue. In agreement with Markus (1983) and Smith et al. (2010) we found that
resistance to participating with the ITSAN may be encountered as the ITSAN facilitates
the redistribution of power among groups and may also be influenced by particular values,
norms, and culture within these groups (Amis et al., 2002).
ITSANs often receive financial support from government institutions. Therefore,
they must continually monitor and work to influence political decisions that can affect
future funding. In addition, governmental support is often critical in many areas of the
world where ITSANs operate and many of these areas are politically unstable. Local
leaders that are seen as influential and who can successfully navigate the rapidly
changing political landscape are crucial to the ITSAN’s growth in these areas.
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Motivation is a key concept that has received considerable attention in previous
information systems research (Davis et al., 1992; Wasko & Faraj, 2000, 2005) and has
been shown to have significant impact on information system use and user satisfaction.
We found motivation to be an important underlying factor that emerged from our data as
one of the primary dimensions critical to ITSAN construction, sustainability and user
participation. In the context of this study, we found motivation to be multidimensional in
nature consisting of the concepts of commitment, altruism, passion, de-isolation,
recognition, and knowledge acquisition. Our research suggests that ITSANs should
consider these important motivational concepts and leverage them in their efforts to
recruit employees, partners, and users to join the ITSAN.
Theoretical Implications
In this section we revisit the theoretical foundation that provided guidance in the
development of our conceptual framework and research approach, and discuss how our
findings inform and extend theory in these areas. While each of the eight dimensions
that emerged from our analysis influence ITSAN construction, sustainability, and user
participation, stronger relationships emerged between some individual dimensions and
between the individual dimensions and the higher level concepts of construction,
sustainability, and user participation. In this section we further explain these
relationships and offer three models to help illustrate them.
Network construction. Actor network theory seeks to describe and understand
how networks of heterogeneous actors are aligned around a common interest (Callon &
Latour, 1996). Translation is the ANT process by which actors persuade others to join
the network and align their interests with the interests of the overall network. Our
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research informs and extends ANT in several important areas by identifying concepts that
are critical to network construction in the ITSAN context.
Network building. The concept we define as network building is closely related
to the ANT translation processes of problematization and interessement. During initial
ITSAN development the network builder identifies the social need the ITSAN will
address, constructs or adapts an IT platform customized for ITSAN operations, and
identifies other actors with similar interests and resources necessary for network
construction. The network builder engages with resource holders and potential partners
in an effort to convince them to align their interests with the ITSAN and become
participating members of the network (Callon, 1986; Uden & Francis, 2009). This is a
crucial process in each of the ITSANs we studied, both in the initial stages of ITSAN
development and the ongoing maintenance of the network. In alignment with previous
ANT research, we found that network building is not a one-time task, but is a complex
multifaceted process that must be continually managed as the interests of actors evolve,
new actors join the network, and other actors leave or become inactive.
Technology integration. To address the specific challenges faced by the ITSAN,
the ITSAN leverages its internal and external IT resources to develop customized
technology solutions. ITSANs face unique technological challenges as they seek to
expand into areas of the world with underdeveloped technology infrastructure including
limited or unstable bandwidth that makes it difficult to support web-based applications.
Effective technology integration is the foundation that supports virtually all ITSAN
operations and therefore is critical to ITSAN construction.
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Adaptability. The ITSAN must be able to quickly adjust to ever changing
environmental factors while maintaining focus on the ultimate mission of the ITSAN. In
attempting to extend its reach across many different countries in vastly different areas of
the world the ITSAN must also be able to adapt to cultural differences that can lead to
resistance. In addition, the ITSAN must readily adapt and implement new innovations
that enable it to extend its reach and impact. We found adaptability is vital to ITSAN
network construction and is especially relevant as the ITSAN is attempting to extend its
reach to additional areas of the world while continually leveraging advances in
information technologies.
Figure 21 illustrates the relationships between the primary actors in the ITSAN
and the concepts of network building, technology integration, and adaptability that
emerged from our data analysis.

Figure 21. Network Construction
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Network sustainability. Many ANT studies utilize ANT as a framework for
investigating finite projects and other activities with limited duration (Callon, 1986;
Sarker et al., 2006; Walsham & Sahay, 1999), but relatively few utilize ANT to examine
networks that are constructed to operate long-term or even indefinitely. In the context of
this study, ITSANs are developed with the mission of positively impacting major social
conditions such as improving healthcare and treating cancer and other catastrophic
pediatric diseases. These are persistent issues that have plagued our world for millennia
and will likely continue to do so. Therefore, we extend ANT by focusing on the
importance of sustainability and network persistence and by identifying several key
concepts that emerged from our research as critical to sustainability in the ITSAN context.
Community building. Community building provides the persistent
interconnections with like-minded peers that we found to be vital to ITSAN sustainability.
These personal interconnections and relationships are what keep individuals engaged
with the network over time where they continue to provide valuable resources to the
ITSAN. We found that a desire to be engaged with a community of like-minded peers
and the development of friendships within the community were important factors
influencing ongoing participation in the network.
Resource management. The ITSANs in this study are all non-profit
organizations that work with limited budgets; therefore, efficiently managing financial
and human resources is vital to ITSAN sustainability. In addition, we found within
ITSAN management a strong desire to be ―good stewards‖ of the resources entrusted to
them. While we found that resource management is important in all phases of ITSAN
evolution, new ITSANs often struggle to obtain financial resources; therefore, extensive
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time and energy are focused on obtaining the sustainable funding critical to achieving the
long term goals of the ITSAN.
Knowledge transfer. Knowledge transfer is a fundamental component of ITSAN
operations and critical to ITSAN sustainability. The ITSANs in this study all view
knowledge transfer as a primary mechanism by which they are able to positively impact
their targeted social condition and make a difference in the lives of those in need.
Therefore, ITSANs must provide mechanisms for effectively collecting, formatting, and
disseminating current knowledge in the target domain.
Evaluation. In the ITSAN context, impact is often difficult to measure and
ITSANs are constantly looking for ways to demonstrate impact and potential impact.
Since ITSANs often rely on funding from government agencies, philanthropic
organizations, and individual donors it is crucial that these sources of funding perceive
the ITSAN as making a positive impact. Evaluation also includes benchmarking where
areas with similar demographic and resource characteristics can compare results and look
for ways to improve. We found that evaluation is critical to ITSAN sustainability, but its
effect can differ across ITSANs and stages of ITSAN development.
Figure 22 illustrates the relationships between the primary actors in the ITSAN
and the concepts of community building, resource management, knowledge transfer, and
evaluation that emerged from our data analysis.
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Figure 22. Network Sustainability

User participation. In our literature review we examined several theoretical
concepts that seek to explain why actors behave in certain ways including the theory of
planned behavior (Ajzen, 1991) and self-determination theory (Ryan & Deci, 2000).
These theories provide a lens for examining user participation and motivation in the
ITSAN context. We inform these theories by applying these concepts to the ITSAN
context and we extend them by offering a new concept that emerged from our analysis.
Motivation. The concept of motivation is vital to understanding user participation
in ITSANs, and since ITSANs are dependent on their users to create and deliver value, it
is also important to construction and sustainability. We found that ITSANs must be aware
of the primary motivations of their particular users and these motivations may differ
based on the specific mission of the ITSAN. The ITSAN can utilize this information to
adapt platform offerings and attract users with needed skills and resources. In addition,
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we found that intrinsic motivations are key motivators across ITSANs, but extrinsic
motivations may also play an important role.
In addition to previously studied motivational concepts our analysis uncovered an
important underlying concept we describe as de-isolation. Isolation can be a major
obstacle to efforts to address social needs especially in underdeveloped areas of the world.
The ITSAN facilitates de-isolation by connecting users with friends, family, and other
professionals who share common goals and interests.
Figure 23 illustrates the relationships between the primary actors in the ITSAN
and the concept of motivation that emerged from our data analysis.

Figure 23. User Participation

Practical Implications
We believe that this study provides several practical implications. First, ITSANs
are leveraging technology and human resources in an effort to positively impact some of
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the world’s most pressing social issues and it is our hope that our in-depth examination of
three functioning ITSANs will help others recognize the potential of ITSANs and support
the important work they are doing. ITSANs are in constant need of additional resources
including information technology professionals who possess the skills to help overcome
the unique challenges associated with developing and implementing IT solutions in areas
where the IT infrastructure is unstable or non-existent. Researchers can also play an
important role by identifying new methods for evaluating ITSAN performance and
impact, ways to improve impact on the targeted social condition, and new areas where
ITSANs can make a difference.
Second, we identified eight dimensions and their underlying factors that are
critical to ITSAN construction and sustainability. By clearly identifying and explaining
these dimensions and their importance, we have provided operating ITSANs with a
framework that can be used as a guide in their future efforts. We contend that ITSANs
should carefully consider each of the areas identified in our framework and the impact
and influence of these concepts in the context of their particular ITSAN. By doing so,
ITSAN management can develop a holistic view of the strengths and weaknesses of their
ITSAN and implement strategies targeted at building on their strengths and improving
areas of weakness. In addition, our framework can be used as a guide by those who are
seeking to establish new ITSANs by helping them to understand factors critical to ITSAN
construction, sustainability, and user participation.
Third, as a part of our framework, we have identified motivational factors that are
important to attracting and retaining users who provide the critical resources necessary
for the ITSAN to effectively pursue its mission. Using this framework, the ITSAN can
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customize its offerings to appeal to the different intrinsic and extrinsic motivations of
potential users resulting in network growth and an increase in the overall reach and
impact of the ITSAN.
ITSAN evolution. Our analysis showed that although the three ITSANs in this
research have a similar high-level mission of working to improve social conditions and
the lives of others, they operate in very different environments, are supported by very
different funding mechanisms, and are at different stages in the evolution of an ITSAN.
Our analysis identified three distinct stages of evolution and provides an initial view of
how these evolutionary stages impact the ITSAN. The de Souza Institute is the youngest
ITSAN in our study and is in the stability stage where the focus is on developing stable
funding mechanisms and building a team to support future growth and long-term
sustainability. RAFT is in the growth stage where funding is stabilized and the core
management team and infrastructure are in place. The focus is on extending the reach
and impact of the network by attracting more users and partners and expanding into
additional geographic areas. Cure4Kids is in the maturity stage where funding is stable,
the network has reached a critical mass of users, and the focus is on long-term
sustainability and maximizing impact on the social mission. Figure 24 illustrates the
three stage ITSAN evolution process that emerged from our data analysis.
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Figure 24. ITSAN Evolution

It is important that those who are constructing ITSANs understand the
evolutionary phases and the particular resource demands of each stage. This will allow
ITSAN management to set realistic expectations with stakeholders and provide a basis for
long-term strategic planning.
Limitations
As with any research, there are several limitations to this study. While we have
conducted rigorous, in-depth examinations of three separate ITSANs for the purposes of
this study, our sample is limited and we must be careful when considering transferability
of these findings to other ITSANs or to other organizations. In addition, the ITSANs we
studied have different specific missions, but broadly they are all focused on some aspect
of healthcare; therefore, our findings may be limited to healthcare settings. Another
limitation is our focus on collecting interview data primarily from the ITSAN
management teams. We believe this was appropriate given our qualitative research
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approach and focus on ITSAN construction and sustainability, but additional insights
may have been uncovered by interviewing additional ITSAN users.
Lastly, we recognize that exposure to previous research, theoretical concepts,
and the inherent biases of the researchers influenced our interpretation of the data and the
presentation of findings in this study.

For example, members of the research team have

lost friends and loved ones to cancer and personally know children currently being
treated at St. Jude Children’s Research Hospital. In addition, members of the research
team are actively involved in working with ITSANs and other organizations to positively
impact social conditions that currently plague our planet. These interpersonal
connections undoubtedly influenced our view concerning the work of ITSANs.
Future Research
Several areas of future research could extend this research and provide additional
insight into ITSANs. In this section we describe some of these areas and offer research
propositions to help guide future research. Future research should examine additional
ITSANs in the healthcare context, identify ITSANs operating in additional contexts, and
suggest new areas where ITSANs may be able to positively impact social conditions.
Additional areas to consider that have the potential to impact global social conditions
include access to basic educational resources, humanitarian efforts to combat poverty and
hunger, efforts to preserve the world’s natural resources, and the development alternative
energy sources.
Proposition 1: Leveraging its unique ability to aggregate global resources
and rapidly disseminate information, ITSANs can positively impact many
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global social issues that continue to plague our world including access to
basic education, poverty, hunger, and environmental challenges.
Examining ITSANs through the lived experiences of its users would also be a rich
area of future research. This could provide more granular insight into user motivations as
well as personal stories and experiences that illustrate ITSAN impact on a more personal
level. Further extending this area of inquiry by including those who have directly
benefited from the work of the ITSAN (patients for example) could also provide valuable
insight.
Proposition 2: Based on their unique experience on the front lines of the
war against major social problems, ITSAN users and those who are being
directly affected by their efforts can provide valuable insights into the
ongoing operations and the direct impact of the ITSAN.
Additional insight may also be gained by quantitative analysis of user’s
perceptions concerning the ITSAN and their actual usage of the ITSAN platform. For
example, a survey could be used to measure user perceptions concerning motivational
factors influencing ITSAN participation. This data could be matched with demographic
information and actual ITSAN participation in terms of visits to the ITSAN platform, the
amount of content contributed, participation in educational opportunities, and attendance
in online meetings to develop a detailed view of ITSAN users and the demographics and
motivations of key ITSAN users.
Proposition 3: ITSAN user motivations and their level of participation are
influenced by various motivational factors and these factors differ across
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geographic areas, gender, level of education, cultural influences and other
demographic characteristics.
Several differences between the three research sites emerged from our data that
we attributed to each site being in a different stage of ITSAN evolution. Future research
should examine this in greater depth and work toward the development of an ITSAN
maturity model to guide research in this area as well as provide practical guidance to
those currently operating ITSANs and those seeking to develop ITSANs in the future.
Proposition 4: Based on level of maturity, ITSANs exhibit distinct
characteristics, require different resources, and must develop strategies
unique to their maturity and specific mission.
Conclusion
In this research we introduce to the literature and seek to better understand IT
Enabled Social Action Networks (ITSAN) – a network of actors, connected via an IT
platform, working together to improve social conditions and the lives of others. ITSANs
are constructing networks of individuals who together are making a difference in the lives
of those in the greatest need. The ITSANs examined in the this study are making a
difference throughout the world by utilizing information and communication
technologies to aggregate human, technological, and financial resources in a combined
effort to positively impact a common social mission.
The goal of this research was to develop a conceptual framework to guide
research in this important area and then apply this framework utilizing a multiple case
study methodology in an effort to better understand ITSANs and how they are
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construction and sustained. We also examined factors influencing these processes as well
as factors influencing user participation.
This research followed a quasi-foundational, interpretive research approach that
seeks to understand phenomena through the lived experiences of key actors (Amis & Silk,
2008). This approach recognizes that researchers are unable to separate themselves from
past experience and the influence of previous exposure to theoretical concepts and
therefore embraces theory as an initial lens to examine the phenomena of interest. Actor
network theory (ANT) provided this initial lens in the development of the conceptual
framework we used to guide our research approach. ANT seeks to understand how
relatively stable networks of heterogeneous actors are formed and aligned around a
common interest (Callon, 1986; Callon & Latour, 1981; Sarker et al., 2006) and suggests
that researchers should ―follow the actors‖ to learn how they build and explain their
world.
To flesh out our investigative framework, we looked to the literature for factors
that may influence construction, sustainability, and user participation in the ITSAN
context. Several factors were uncovered in the review and were added to our framework
including concepts of belief, attitudes, norms (Ajzen, 1991; Brown & Venkatesh, 2005;
Mathieson, 1991; Morris et al., 2005; Workman, 2005), motivation (Baard et al., 2004;
Davis, 1989; Davis et al., 1992; Ryan & Connell, 1989; Ryan & Deci, 2000; Venkatesh et
al., 2003), interests and values (Greenwood & Hinings, 1996), politics and power
(Eisenhardt & Bourgeois, 1988; Markus, 1983), and culture (Leidner & Kayworth, 2006;
Walsham, 2002; Weick, 1990).
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Based on this conceptual framework we developed a research approach that
included collecting data from multiple sources including semi-structured participant
interviews, surveys, organizational documents, observation, interaction with the ITSAN
platform, and researcher field notes. Data were collected from three separate ITSANs for
this study. The deSouza Institute focuses on providing educational and collaboration
opportunities for nurses specializing in oncology. RAFT focuses on providing education,
training, and support for healthcare professionals in rural French speaking Africa.
Cure4Kids focuses on education, collaboration, and the dissemination of medical
research aimed at helping children with catastrophic pediatric diseases. All data were
analyzed using established qualitative data analysis techniques including open, axial, and
selective coding.
Our analysis uncovered eight dimensions that are critical to ITSAN construction,
sustainability and user participation: network building, community building, knowledge
transfer, resource management, technology integration, adaptability, evaluation, and
motivation. We offer an in-depth examination of each dimension and its underlying
factors. Our findings are supported by rigorous data collection and analysis techniques
and illustrated by direct quotes from transcribed interviews with our research participants.
We found that current ITSAN management and those planning to deploy ITSANs in the
future should carefully consider how each of these dimensions impact ITSANs and how
they can leverage the framework developed in this study to improve ITSAN construction,
sustainability, and user participation in an effort to fulfill the mission of the ITSAN and
provide desperately need help those who are in the greatest need.
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Appendix A
Interview Protocol
Research Question

Interview Questions aligned with ANT Theoretical
Framework
(P) Problematization (I) Interessement (M) Mobilization

RQ1: What are the
key components and
relationships in an
ITSAN?

1.) In your own words, what is (ITSAN)? (P)
2.) What are the key components that are essential to (ITSAN)
operation? (P)
3.) Are there specific relationships that you would consider
very important to the success of (ITSAN)? (P)
4.) What is the role of information technologies in (ITSAN)?
(P)
- What technological challenges do you face?
- How do you overcome them?
5.) Who are the primary stakeholders in the (ITSAN)
community? (P)
- What is their common interest?

RQ2a: How are
ITSANs constructed
and sustained?

6.) Why was (ITSAN) created? (P)
- What is its mission?
7.) Could this be done effectively without (ITSAN)? (P)
- How important is (ITSAN) to what you do?
8.) How was the structure/features of (ITSAN) initially
determined? (P)
- How is it determined as (ITSAN) grows and evolves?
9.) Overall, do you think (ITSAN) is successful and how do
you define success?
- Specific examples of impact?
10.) (ITSAN management) How did you convince others to
join with you to start (ITSAN)? (I)
- Was there some give and take in this process? Explain?
- Is this process ongoing with new users?
11.) (ITSAN users) How did you decide to work with
(ITSAN)? (I)
- How were you convinced (ITSAN) was right for you?
12.) Why use (ITSAN) and not other platforms/resources? (I)
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RQ2b: - What are the
underlying factors
which enable or
hinder ITSAN
construction and
sustainability?

13.) What factors influence individual participation with
(ITSAN)? (I)
- Organizational participation?
- Do power, politics, values, etc. play a role?
14.) What do you believe motivates individuals to participate
in the (ITSAN) community? (I)
- What drives them?
15.) What initially attracted you to (ITSAN)? (I)
- Why did you continue to work with (ITSAN)?
16.) What benefits do (ITSAN) users receive from
participating? (I)
17.) What are the costs of participating? (I)
18.) Have any groups or individuals emerged to lead (ITSAN)
in certain areas? (M)
19.) Are there individuals who would be considered the
spokesperson for certain groups of (ITSAN) users? (M)
- How are these selected?
20.) Are the spokespersons or leaders in alignment with the
members of the group? (M)
21.) Does conflict ever arise within or between groups? (M)
- How is this resolved?
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